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Abstract  
  
Today, information is everywhere and created by everyone. Within organisations, 
particularly government, information that is created on behalf of the business is called 
a record. A record needs to be kept in a compliant system for a designated timeframe. 
In many organisations user’s, anyone not part of the records management team, are 
responsible for capturing their records into a compliant records management system, 
traditionally called an electronic document and records management system 
(EDRMS). Research indicates user’s struggle with these systems. Also, there has 
been a push towards using other systems for recordkeeping such as SharePoint. 
 
Therefore, this research study explores how user’s experience EDRMS and 
SharePoint for records management in a case study organisation in Queensland, 
Australia. The purpose is to understand how user’s experience using EDRMS as a 
stand-alone recordkeeping system and when it is used in conjunction with the web-
based platform SharePoint. So, records management processes and system usability 
can be improved, while adding further knowledge to the records management industry.  
 
The research used two qualitative data gathering techniques, usability testing and the 
semi-structured interview. There were 7 participants from the case study organisation 
who were observed during usability testing using the EDRMS and SharePoint 
separately as well as being interviewed.  
 
The data from the usability testing, specifically the verbal responses and interviews 
were evaluated, coded and grouped into themes using the thematic analysis 
technique. There were four themes discovered from the EDRMS research that 
explored the user’s learning styles, technology issues, having limited time to register 
information and challenges with searching.  While there were also four key themes that 
came out from the SharePoint component of the research that explored the themes of 
user’s learning styles, challenges with searching, impacts from with the system design, 
and usability issues. Leading to a total of 8 themes. It is anticipated that the research 
will add valuable data to how the records management industry can improve the 
experience for user’s across these themes.  
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1. Introduction  
 
The efficient management of an organisation’s records and information is pivotal to 
ensuring the business runs successfully and is fully compliant with legislation. Without 
records and information being compliantly captured and easily available to staff 
companies will struggle to find the information they require. Where staff are unable to 
find the records they need organisations may miss important details that impact on 
their business decision making. One challenge is that today all employees are playing 
an ever-increasing role in making sure any records they create or receive are captured 
and available to all employees within the business and sometimes beyond. However, 
at the same time these records need to be kept compliantly in a records management 
system to follow all recordkeeping legislation and standards. These records 
management systems are called electronic document and records management 
systems (EDRMS). Employees often struggle with using EDRMS, because they are 
not designed with the end user in mind but for compliance purposes and use by records 
professionals. These systems are used predominately in government establishments 
and sometimes private enterprise, so the companies ensure they are records 
management compliant. Also, the very nature of EDRMS is changing with 
improvements and innovation in technology. As an example, the EDRMS is now being 
integrated with other web-based platforms including SharePoint, which is a 
collaboration web based and document management solution used in many 
organisations for their websites and intranets. Therefore, the way records are being 
captured and managed by user’s is continuously changing and businesses and 
records and information professionals need to keep up with these changes.  
 
This thesis explores user’s experiences in records management within a case study 
organisation, a medium-sized government corporation.  This corporation was going 
through the very early stages of changes in the way records were being captured. They 
went from using an EDRMS, HP records manager version 8 (RM8) as a stand-alone 
system at the beginning of the project, to having that EDRMS integrated with the 
platform SharePoint a year into the project. Where the two systems were being 
connected to work seamlessly together. User’s were able to choose to save their 
records directly to SharePoint document libraries where their records were later 
managed by the EDRMS or continue using the EDRMS directly. This chapter 
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introduces a more detailed background to this research and discusses the research 
problem, research question, research method, significance of this research, and the 
limitations and scope. 
 
1.1. Background  
 
All enterprises, both public and private, are required to keep business records for a 
designated timeframe. In particular, public sector organisations in Queensland, 
Australia are required to keep records in accordance with Queensland, Australian and 
international recordkeeping and governance legislation. Business records are defined 
by Queensland State Archives (Queensland State Archives, 2013 pp.1) as, “Any form 
of recorded information, either received or created by a public authority, which provides 
evidence of the business or affairs of that public authority”.  Business records occur in 
all types of formats, predominately digital. But no matter what the format, business 
records are required to be kept in a compliant recordkeeping system for their 
designated timeframe. These systems are compliant with all the legislation and allow 
for the storage of both electronic records, of multiple formats and the management of 
physical records.  
 
EDRMS were developed in the 1980s, and by the mid-2000’s there was a rapid push 
to have them implemented in many organisations. This push was because EDRMS 
are compliant for storing records and the recordkeeping community in Australia were 
moving from paper documents to electronic records and needed a system to support 
the change (Reed, 1997). EDRMS are compliant with the Australian records 
management standard ISO15489, state-specific standards, including IS40 
recordkeeping, and recordkeeping legislation that in Queensland is the Public Records 
Act 2002. These standards are being revisited and revised to take into consideration 
constant changes in records management. The EDRMS is robust and challenging to 
use because it is designed for compliance. Bantin (2008) goes through all the 
requirements an EDRMS must have to be compliant. These requirements are:  
 
 The support for classification schemes;  
 Capture records of multi-formats; 
 Capture metadata; 
 Have a unique number for each record; 
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 Audit capabilities; 
 Allow for security to be applied to records; 
 Have retention and disposal control; 
 Manage preservation; 
 Version control; and  
 Have room to record information from physical files (Bantin, 2008). 
 
Before the introduction of EDRMS and even after, managing records was often the 
sole responsibility of the records manager. The records manager maintained all 
physical records, created files, and indexes for the data. However, in recent years 
there has been an increase of electronic records being created within organisations 
and a greater emphasis on how to manage these records in the technology realm 
(Reed, 1997). With all these electronic records, a greater responsibility has been given 
to all user’s within an organisation to make sure they are capturing their records into a 
recordkeeping system. Records now include emails, spreadsheets, multimedia, and 
content from mobile devices, the web and social media (Makinen, 2013). In addition, 
many organisations are using other business and collaborative information systems, 
including SharePoint (Lappin, 2010) and business unit specific systems that are 
designed for everyday use. Therefore these systems do not often take capturing, 
retaining, and archiving information into consideration and this is traditionally where 
the EDRMS comes into the picture for organisations. So the EDRMS can ensure the 
business information is captured, retained, archived and then eventually disposed of. 
However, these new collaborative systems are driven more by the user’s (Stuart & 
Bromage, 2010) and are often preferred by the user’s. These collaborative systems 
are a simpler way of storing records without the extra step of using retention and 
classification. In addition, they are more about document management as opposed to 
traditional records management but still maintain full compliance. 
 
Therefore, records and information professionals face challenges of user adoption of 
EDRMS meshed with continuous change in technology and being expected to 
maintain full recordkeeping compliance. User’s, employees not part of the records 
management team, can find it difficult to locate information once it has been placed in 
the EDRMS. They find it difficult due to a number of reasons, difficulty searching, the 
information not being in the EDRMS, documents not accessible and lack of 
understanding of the classification scheme (Joseph, 2010). As well as user interface 
problems and a preference for alternative systems (Lewellen, 2015) to name a few. As 
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an example, records often do not get registered into the EDRMS in the first place and 
are therefore not locatable (Joseph, 2010). These challenges present problems for 
records, legal and compliance managers who are responsible for making sure the 
records are stored in a compliant system. Whereby, it is difficult to monitor and make 
sure all records are being captured into the EDRMS by user’s within the current 
technology configurations. In addition, there is the rapid change in technology, as 
experienced with the preference for collaboration systems such as SharePoint, and an 
ever-increasing push for everything to be digital and a move to storing records in the 
cloud (Makinen, 2013) and automating the records process. Some businesses already 
use fully automated document capture software. These changes and challenges pose 
many questions for the professionals in the industry.  
 
As a result of these changes and difficulties, there has been a shift towards integrating 
traditional EDRMS with other Information Technology platforms. These changes have 
impacted the very nature of recordkeeping and how user’s create and search for their 
records. One web-based platform that the EDRMS integrates with is SharePoint.  
SharePoint is a web-based platform used by many organisations as an intranet, the 
Internet, extranet, document management and information sharing platform (Microsoft, 
2014). Many organisations use SharePoint for saving their documents or have it 
integrated with stand-alone EDRMS platforms, such as HP records Manager 8 (RM8). 
In other cases, compliant applications designed specifically for the SharePoint 
environment are used by organisations, as an example the product RecordPoint 
(RecordPoint, 2015).  RecordPoint is a SharePoint based EDRMS application. Further 
to this, there is also uncertainty about how records will be captured going forward. 
Therefore, as technology and records management continues to change so does the 
role of the records manager and user.  
1.2. Research Problem  
 
It is with this additional responsibility placed on the user’s to save their records, 
changes in records technology and the need to be compliant that makes it important 
for research to be undertaken to understand user’s experience. The research problem 
is a limited understanding of user experience within records management systems and 
more specifically these changing technology platforms, the EDRMS and its integration 
with SharePoint within the case study organisation. In addition, records and 
information professionals can fail to innovate because of this limited understanding. 
Records and information professionals need to innovate and change with the 
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technology and user’s expectations whilst remaining compliant. Concerning the 
EDRMS, it is about exploring user’s all-encompassing experience of the system, how 
they interact with the system, what impacts their experience, what motivates them, 
their feelings, the usability and what internal environmental factors affect their 
experience.  More so, how these changing technologies and the integration of the 
EDRMS with SharePoint impact the user’s overall lived experience within the case 
study organisation. Through exploring user experience records managers develop an 
understanding of how to improve both the way records are being managed, if needed, 
and how to innovate processes and technology.  This is useful to both the records 
practitioners, the case study organisation, and the wider information sector.  
 
1.3. Research Method  
 
This research uses the interpretivism paradigm and case study method to evaluate 
and explore user’s experience of records management, the EDRMS and its integration 
with SharePoint. The case study is a medium sized government organisation based in 
Queensland, Australia. There are approximately one hundred and twenty employees 
in this organisation and they are distributed over multiple locations. At the start of the 
research, the organisation was using just the EDRMS, RM8 as a stand-alone system. 
One year into the research the organisation had decided to integrate RM8 with 
SharePoint. User’s were given the option to save and search for records directly within 
SharePoint and the EDRMS then managed those records. However, SharePoint was 
still used to search and work on those documents.  
 
The research is focused on quality and in-depth, rigorous analysis. The research used 
qualitative analysis, through undertaking usability testing and interviewing of seven 
participants from the case study organisation. Firstly, usability testing sessions were 
undertaken, using the think out loud protocol, to help gather deep observational 
insights into the user’s experience. It is after each usability testing session that the 
participant was then interviewed through the semi-structured interview technique. The 
research discovered that by using both these methods of usability testing and interview 
together that deeper and richer insights of the user’s experience emerged.  
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1.4.  Research Question 
 
The purpose and scope of this research are to explore user experience in records 
management within the case study organisation. Furthermore, to consider how user’s 
experience the recordkeeping systems in use within the case study organisation, the 
EDRMS, Records Manager 8 (RM8) and its integration with SharePoint. The question 
was designed at the start of the research project and then the SharePoint component 
added one year into the research due to changes in the way records were being 
managed at the case study organisation. Moreover, how these technology changes 
and the integration impact the end user’s holistic lived experience, how they interact 
with the systems, their emotion and their environmental influences, and to see if there 
are any consistencies. 
 
Therefore the research question is:  
 
How do user’s experience records management systems? 
 
1.5. Significance and Contributions  
 
 
This research is highly significant as it allowed for deep rich insights to emerge from 
the uses experiences. Also it can help, records professionals, the wider industry of 
information management and information systems professionals and the case study 
organisation.  
 
Firstly, it can help records managers to:  
 
 Understand user’s’ needs and experiences and use this information 
constructively to change and innovate within industry as required; and 
 To see profound and rich complexities that go along with a user’s experience. 
More specifically, to see just how different people use and experience these 
changing systems that are shown through the emerging themes from the 
data. 
 
Secondly, it can help the wider industry through:  
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 Helping them evaluate their own user’s’ records management experiences 
and needs within their organisations and industry settings; and  
 Use this information to make changes to their systems, processes and 
services. 
 
Thirdly, it can help the case study organisation to: 
 
 Understand their user’s better and make systems as user-friendly as possible 
for them whilst remaining compliant; and 
 To further evaluate user’s experience in relation to all information systems 
and explore the technology fit for the organisation. 
 
Finally, the information gathered can be compared to other research to: 
 
 Explore similarities with findings within the information management space;  
 Collaborate and connect with other researchers to help the wider industry; 
and 
 The data discovered in this research can be compared to analytics to see any 
common themes identified between what the analytics show and what the 
user’s feel and experience. 
 
1.6. Limitations  
 
This research is limited to exploring user’s experiences of the recordkeeping 
environment within one case study organisation. This research will solely investigate 
user’s experience of the EDRMS as firstly a standalone system, and secondly, 
SharePoint when used for recordkeeping when integrated with the EDRMS.  
 
However, it will not explore the user experience of the whole SharePoint environment; 
it will not explore intranet or social sharing features of SharePoint, just its use for 
managing records and its integration with the EDRMS. Some of the areas that affect 
a user’s experience of EDRMS warrant further research on their own, including 
corporate culture; this research project will only touch on the impacts at a general level 
to get an understanding of how they affect user’s. The research explores the current 
case study literature that includes both the public sector and private sector.  
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1.7. Key Concepts 
 
The key concepts and definitions of this work are listed below.  
 
EDRMS- Electronic Document and Records Management System. A recordkeeping 
system used for storing all types of records that is compliant with government 
legislation. 
 
HP Records Manager (Previously called TRIM) – An EDRMS system created by 
Hewlett Packard. The EDRMS is continuously updated, and at the time of the thesis, 
the case study organisation is using version 8.1.  
 
Records Management – is the effective management of records, where it ensures 
records are created, captured, described, securely stored, archived and destroyed or 
transferred to archives (National Archives of Australia, 2014).   Records can be paper, 
born digital or digitised and can fall across many formats including but not limited to, 
emails, faxes, maps, plans, photos, and social media.  
 
Records Professional – In this thesis a records professional is used to describe a 
person employed within an organisation to manage records, including a records 
management system. Records Managers are employed to maintain and manage 
records and to ensure they are captured compliantly and maintain the records for their 
full lifecycle from creation to destruction.  
 
SharePoint – A web based content management system and collaboration platform 
used by enterprises for a number of uses, including websites, intranets, social 
collaboration, document management and customer relationship management 
(Microsoft, 2014). Apps can be developed, customised and implemented for the 
SharePoint platform to enhance its features and capabilities.  
 
User – A user is anyone not a part of the records management team. Other term’s that 
can be used equally to describe a user are Knowledge Worker or End User. The term 
user was chosen to streamline the descriptor.  
 
User Experience - User Experience (UX) is defined by the ISO standards ISO 9241-
210 Ergonomics of human-system interaction as a “person's perceptions and 
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responses that result from the use or anticipated use of a product, system or service" 
(Kraft, 2012, pp 1). 
 
1.8. Structure of Document   
 
This first chapter has provided the background, scoping and research problem that will 
be addressed in this thesis. This thesis is further divided into four chapters, the 
literature review, method chapter, findings chapter, discussion chapter and conclusion. 
These chapters will address the research question.  
 
Chapter 2: The literature review contains an overview of the research done that is 
related to user experience in records management, user’s experience of EDRMS and 
changing technologies. The chapter starts by explaining more detailed definitions 
followed by a review of all the user experience and related research.   
 
Chapter 3: The method chapter explains in detail the research paradigm Interpretivism, 
walks through the case study method and shows how the research used usability 
testing and semi-structured interviews to gather the data.  
 
Chapter 4: The findings chapter will discuss all the themes that have emerged from 
the rich data. Firstly, exploring the themes obtained from the EDRMS when used as a 
standalone system. Secondly, exploring the themes obtained from SharePoint when it 
is integrated with the EDRMS. The findings of these themes will lead into the 
discussion conclusion chapter.  
 
Chapter 5: The discussion/conclusion chapter will go into more detail about the 
findings. Firstly, there is a discussion of the findings and how they relate and compare 
to other research. Secondly, this chapter explores how these findings have aided the 
case study organisation, the records management industry and wider information 
systems industry. Finally, this chapter makes some concluding remarks, indicating 
future research direction.  
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2. Literature Review  
2.1. Introduction  
 
This literature review examines and critically discusses the current literature 
surrounding user experience in records management, changing technologies, EDRMS 
and its integration with SharePoint and other platforms and explains the need for 
research in this area. The literature review describes what user experience is and what 
research has been undertaken in the user experience of EDRMS. Secondly, it explores 
the history of records management theory and where the industry is currently situated 
in the electronic records management EDRMS space. More specifically, how user’s 
not only experienced particular aspects of EDRMS, as an example, using the 
classification scheme and searching for documents but what impacts on a user’s 
experience more broadly, such as corporate culture. Finally, there is a discussion of 
the limitations of the current literature and a need for further exploratory research.  
 
2.2. User Experience 
 
User experience is defined by the ISO standards ISO 9241-210 Ergonomics of human-
system interaction (in Kraft, 2012, pp.1) as a “person's perceptions and responses that 
result from the use or anticipated use of a product, system or service". In addition, 
Hassenzahl and Tractinsky (2006, p. 95) concludes that:  
 
“User Experience is about technology that fulfils more than just instrumental 
needs in a way that acknowledges its use as a subjective, situated, complex and 
dynamic encounter. UX is a consequence of a user’s internal state 
(predispositions, expectations, needs, motivation, mood, etc), the characteristics 
of the designed system (e.g. complexity, purpose, usability, functionality, etc.) 
and the context (or the environment) with which the interaction occurs (e.g. 
organisational / social setting meaningfulness of the activity, voluntariness of 
use, etc.)”. 
 
It is all encompassing and includes the system design, human emotion and 
environmental context. 
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The origins of UX began in the 1980’s when Donald Norman (2002) published a book 
called The Design of Everyday Things. The book (2002) examines the difficulties 
people can often experience when using everyday objects including technology and 
the importance of simplicity, visibility and learning how to use a certain product. 
Norman (2002) indicates that often frustrations occur when people do not know how 
to use a product, and they tend to blame something for their bad experience, in the 
case of EDRMS, the technology. A person’s emotion may fluctuate depending on the 
problem they are having with the product (Kraft, 2012). They may feel happy when the 
system is doing what they want it to do, or sad when they struggle using the system.  
 
Humans often make errors when using technology. As indicated by Norman (2002) 
there are two types of errors, slips and mistakes. Slips are subconscious actions, small 
errors that are made unintentionally; in contrast, mistakes are often bigger errors done 
consciously (Norman, 2002). In everyday situations, most errors are slips where user’s 
are not often aware of the mistakes they are making and the mistakes are small in 
nature (Norman, 2002). All people can and do make mistakes that impact on how a 
user views the technology, if they continue to make mistakes then they will often see 
the system as too difficult and their experience will become negative.  
 
There are some difficult challenges when assessing a user’s experience of any 
system. Different people will react in an individual way in situations and will be 
influenced by their emotions and how they are feeling at the time (Kraft, 2012). 
Therefore, a user’s experience may not be determined by the actual system or issues 
they have with that system but by their emotions. People will have different emotions 
and feel differently about the system.  
 
Of interest is the long-term user experience of technology. The research, particularly 
in the records management space focuses on system implementation and how user’s 
felt about the EDRMS within the first period of implementation. However, the long-term 
user experience is just as important as the first impression of a product (Kraft, 2012), 
because you want the end user to come back and purchase the product again or in 
the case of EDRMS continue to use it to meet compliance. User’s will remember both 
the good and the bad experiences of a system and it will leave a lasting impression 
(Kraft, 2012). There is an underlying need to understand how a user experiences 
EDRMS when it changes and gets integrated with other products one to two years 
after implementation, not just at the initial phase.  
12 
2.3. History of Recordkeeping, Theory and Systems  
 
The systematic capture and management of records have undergone many changes 
with the advent of electronic records and constant technological changes. In the 1990s 
the models and theories underpinning records management and the wider archives 
discipline were reviewed, and the industry was going through a records reinvention 
(Reed, 1997) in light of these changes to meet the needs of future records practitioners 
better. 
 
One such model, Upward’s (1996, 1997, 2000) seminal work and theory, the records 
continuum model was developed to bridge the gap and move from physical record 
generation to electronic record generation. Whereby the industry could have a model 
and way that practitioners can operate across both time and space irrespective of the 
medium (Upward 1996, 2000). The model has four axes, the recordkeeping axis, 
evidence axis, transactional axis, and identity axis and then further dimensions for 
exploring the records and archiving space (Upward, 1996). In essence that a record 
should be considered for its continuing value irrespective if it is kept only for a short 
time or permanently. The model itself has built upon even older models and working 
patterns within the industry for the 1950s (Upward, 1996; Cummings, 2010). This 
model is very widely explored in the literature today and used as a teaching method in 
the industry. Of interest, it shows the value of continuation of records across time and 
moving into a digital world, which is an important consideration for exploration of user 
experience in today’s recordkeeping systems, and constant state of flux and shifting 
changes in the way records are captured.  
 
Furthermore, methodologies have been developed to assess recordkeeping systems 
and their compliance and how to implement them successfully. One such methodology 
is DIRKS, designing and implementing recordkeeping systems. This method helps 
businesses walk through the checklists and the eight steps for evaluating and 
identifying recordkeeping systems for the firm (State Records, NSW, 2016). This is an 
important addition, to see if a user’s experience of a system designed specifically for 
compliance makes a difference or alters their experience. 
 
A number of records management systems were developed to meet the needs of these 
methodologies and models. With technological advancements, such as the 
introduction and use of SharePoint (Lappin, 2010) and therefore the constant 
continuation and change in how records are created, captured, stored and archived, 
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records managers need to evolve to keep up with these changes. Therefore, 
understanding how user’s experience these records management systems in their 
current state can help records managers figure out what needs to change.   
 
2.4.  User Experience of Recordkeeping Systems   
 
Research has been undertaken about user’s impacts of EDRMS (Lewellan, 2015; 
Joseph, 2010), however, less research has been conducted around EDRMS and its 
integration with other platforms such as SharePoint. More specifically, research has 
been undertaken in how user’s experience certain aspects of an EDRMS and the 
people factors that impact the user’s experience. The most common research occurs 
in the area of EDRMS implementation; where there has been a substantial body of 
work produced particularly from 2005 – 2008.  
 
Furthermore, the literature review has identified some key areas that have been 
explored in records management research. Firstly, two key areas of study in the 
exploration of EDRMS are how user’s experience using classification schemes, and 
the Information seeking behaviour of user’s. These two key areas have been 
researched here in Australia, and overseas mainly in Canada and Iceland. Secondly, 
there is one important factor that a vast majority of the literature supports, and that is 
how corporate culture impacts on how a user feels and experiences an EDRMS or any 
Information system within an organisation. Thirdly, other interesting factors that affect 
user experience of records management systems have been explored and will be 
looked at here in the literature review. These include system support, the role of 
administration staff in using the EDRMS and user training. Finally, how user’s 
experience SharePoint when used for recordkeeping and its integration with EDRMS 
systems will be explored. More specifically, the exploration will investigate what the 
literature says about if using SharePoint when integrated with the EDRMS improves 
the experience for user’s. Therefore, this literature provides a sound starting point for 
any future research and is critically discussed below.  
 
2.4.1. EDRMS Implementation  
 
There has been a considerable amount of literature written about EDRMS 
implementation and how to obtain sound user adoption through an effective 
implementation plan. The studies advocate user adoption of EDRMS through internal 
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support from management, effective user training and clear policies and guidelines 
(Maguire, 2005; Smyth, 2005; Gunnlaugsdottir, 2012; Gunnlaugsdottir, 2008a; & 
Joseph, 2010). The user training adopted in the case study research varies from one-
on-one training (Smyth, 2005), group training or a floor walk by the records staff 
(Wilkins, Holt, Swatman and Chan, 2007). The limitation with these studies is they do 
not evaluate the user adoption or see how the user’s feel about using the EDRMS 
beyond the implementation or not long after the implementation. The literature does 
not indicate a clear link between how positively an EDRMS is received from 
implementation and if user’s still felthappy using the system years later and after 
upgrades. Maguire (2005) indicated that two years after implementation only twenty 
out of sixty staff were, in fact, using the EDRMS in her case study, but the 
implementation was successful. There is a need to go and re-evaluate the 
organisations a few years after the implementation and go beyond evaluating if the 
system has been adopted, and explore how user’s experience the EDRMS to find why 
it is or is not being used. Sound user adoption of a system at an organisation level 
does not necessarily imply that all user’s understand the system or see value in using 
it to store their records, which can be further explored.  
 
2.4.2. Classification Scheme 
 
A classification scheme is a way for structuring or classifying records within an 
EDRMS. A classification system is also called a file plan or Business Classification 
Scheme (BCS) within the EDRMS. This is where the system user’s are required to 
place their records and documents (Jones, 2008). The most supported type of scheme 
is the functional classification scheme, where records are arranged by an 
organisations function (Gunnlaugsdottir, 2012;Jones, 2008) as opposed to an 
organisation’s structure or by subject. The function is the top level of the classification 
followed by the activity and then the files and records. The files and records do not 
form part of the classification. Some organisations use a functional classification, while 
others may prefer to use a subject classification or activity-based structure, depending 
primarily on organisational needs. 
 
Two researchers, Gunnlaugsdottir (2008b,2012) and Foscarini (2009, 2012) have 
undertaken extensive research in how user’s experience functional classification 
schemes. Gunnlaugsdottir (2012) interviewed and observed staff from seventy-five 
organisations in Iceland, both private and public enterprise, between 1986 and 2006 
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then again from 2008 to 2010. Although only two of the seventy five organisations 
originally had a functional classification scheme in place during the first round of 
interviews, when the other agencies adopted categorising their information by function 
the user’s found it easier to use as it was logical and reflective of their organisations 
functions (Gunnlaugsdottir, 2012). One of the interviewees (Gunnlaugsdottir, 2012, p. 
125) stated:  
 
“You have now documented everything we are doing here – this is actually a 
map of information and also some kind of a knowledge map of the company”  
 
Gunnlaugsdottir’s (2008b) research indicated that a user’s satisfaction of the 
classification structure was also dependent on the organisation they worked for and 
the level of training and support they received impacted on how they felt about the 
classification structure.  
 
Relatedly, Foscarini (2009 & 2012) carried out research at the central banks of the 
European Union and North America. In Foscarini’s (2009, 2012) research user’s were 
happy with using a functional classification scheme, but found that corporate culture 
impacted on their acceptance. The user’s were accepting of the new functional 
classification scheme being implemented, but because other bank branches had 
already implemented the scheme successfully (Foscarini, 2012). This research shows 
that user’s are often swayed by how other user’s feel or what other organisations are 
doing, if a solution works for one team, then it can work for them. Therefore, the 
research indicates a centrally related theme of staff being swayed by environmental 
factors; such as other branches or staff within the organisation convincing them it is a 
sound idea.  
 
All research indicated that there was resistance to adopting functional classification 
schemes for several reasons. Records managers were indicating the resistance from 
staff in using classification plans (Foscarini, 2012). The resistance often comes from a 
lack of understanding, user’s do not always understand where to put their records, if it 
doesn’t look like their personal folder structure that they use in the network drive, they 
will often struggle. As Jones (2008) indicates, using a functional structure is a change 
to what the end user is used to using, therefore it is very challenging. Ifould & Joseph 
(2016) also indicated in their research user’s did not always understand where to save 
records within a file plan. And Lewellen (2015) found users had search and 
classification problems within records management systems. In addition, research has 
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found that user’s often get confused between the classification structure itself and the 
folders underneath the classification, particularly since the change from just paper 
records to living in an electronic document world (Foscarini, 2009). Living in a digital 
world is something that records managers are challenged by every day and requires 
more research to investigate how this can be managed. Jones (2008) indicates that 
the structure should be set up so the user can have six levels, with the user only seeing 
the bottom two levels, the folder structure and not the classification, removing the 
confusion and improving the user’s experience. There is an overarching need to 
expand on this research and see how it affects all aspects of an EDRMS.  
 
In Jone’s (2008) study it was found user’s often prefer a system of classification that 
they feel comfortable and familiar using and do not like following restrictive rules 
surrounding where to put their records. User’s that do not know how to use the 
classification structure will often save their files and documents to alternative locations, 
such as a network drive (Gunnlaugsdottir, 2008b; Lewellen, 2015). However, they are 
required to understand the classification scheme, at least have a basic understanding 
to use the EDRMS effectively, so they know where to register their records within the 
system and be able to retrieve those records at a later date. In Joseph’s (2010) 
research, a lack of understanding of the classification scheme was one of the barriers 
user’s faced when trying to retrieve information and leading on from this difficulty, was 
knowing where to save information within the structure itself (Ifould & Joseph, 2016). 
Gunnlaugsdottir (2008b) also found that the classification scheme was what user’s 
were struggling with in her study of organisations in Iceland. From the literature it can 
be determined that if the classification is not logical or it does not make sense to the 
end user, then they will struggle to use it, impacting on their overall user experience of 
the EDRMS.    
 
2.4.3. Information Seeking Behaviour  
 
How user’s search for information within the EDRMS impacts on their overall user 
experience. Information seeking is a central aspect that determines how a user feels 
about the system if they cannot find what they are looking for then their overall opinion 
of the system may deteriorate. Systems are required to be as simple as possible to 
use. Joseph (2009 & 2010) has undertaken extensive research in how user’s seek out 
information and the barriers they experience with searching.  
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Joseph interviewed forty user’s and four records staff from four organisations in 
Western Australia and evaluated the steps they take to find information in an EDRMS 
and asked them what they find challenging (Joseph, 2009 & 2010). Joseph’s research 
(2010, p. 39) showed barriers user’s faced were: -  
 
1. 22% found the titling in the EDRMS was poor impacting their success of finding 
records; 
2. 19% found it difficult to search for information due to the classification scheme 
being used; 
3. 19% found the documents they were searching for were not even in the system; 
4. 15% found they couldn’t access the records due to the security applied; 
5. 7% found Incomplete or inconsistent entry of metadata;  
6. 7% found too many search results;  
7. 7% found assistants were not given enough background information to perform 
the search; and 
8. 4% found not enough documents were made final in the EDRMS. (See Joseph, 
2010).  
 
These barriers are user error, where user’s had not titled their documents correctly or 
had not registered the material into the EDRMS in the first place (Joseph, 2010). User 
error is stated by Norman (2002) is guaranteed to happen, but it can be minimised by 
simplifying the system, the EDRMS. Security within an EDRMS is mandatory; as 
individual records, such as personnel files, need to be locked down to prevent all staff 
having access to legal and confidential information. If user’s have access to apply 
security in the EDRMS, they can risk locking themselves or other user’s out of files by 
not including them in the security controls. If a user knows they have put a document 
into the EDRMS but cannot find a record, then this may lead to low user experience of 
the system.   
 
Joseph, Debowski and Goldsmith (2013) have expanded on Josephs’ work in 
information seeking further by exploring how user’s found information in EDRMS. All 
forty user’s interviewed, followed a sequence when searching for information and 30% 
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of those surveyed stopped searching when they had been searching the system for 
more than thirty minutes but had not found anything of relevance (Joseph, Debowski 
and Goldsmith, 2013). Whether a document is actually in the system is hard to 
measure, because there is often no proof that the document is or is not in the EDRMS. 
The document could be titled incorrectly and therefore not locatable in the EDRMS or 
simply not in the system at all. User’s are required to register the records themselves, 
and if their experience of the system is reduced in the first place then they will be less 
likely to register their records in the system unless the system has been automated. 
Where the system automatically captures the employees records without them having 
to manually save them. As Gunnlaugsdottir (2008a) found in her research, email was 
not being captured in the EDRMS and as a consequence being lost because once it 
had been deleted from the email system to make room for more recent emails, it was 
not available anymore.  This research requires further investigation to see if user’s 
here in Australia are registering emails and documents and if not, why not and how 
this relates to their overall user experience. Furthermore if having automated email 
capture will make locating and retrieving those emails in the future.  
 
In Joseph’s et al (2013) research, there was a general search process used for finding 
records that all forty interviewees were using. The search process as identified by 
Joseph et al (2013, p. 2) followed the seven stages listed below: -  
 
- Stage 1 – Start Search  
- Stage 2 – Formulate Search 
- Stage 3 - Execute Search 
- Stage 4 – Process and evaluate search results  
- Stage 5 – Access search results 
- Stage 6 – Decision making about the search results 
- Stage 7 – End Search  
Of interest is that all forty interviewees were following the same steps for their 
searching (Joseph et al, 2013). There is consistency with how they go about finding 
the information within an EDRMS indicating that user’s may face the same challenges. 
Again, this requires further exploratory study to see if there are any consistencies in 
other organisations and other case study research.  
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Finally, user’s being able to find information using the retrieval methods they prefer are 
of importance when searching an EDRMS. Gunnlaugsdottir (2008a) indicates that 
records managers from her research indicated the most common search terms that 
staff use for locating information is the name of the sender or receiver and the date 
fields. Staff can search the date a file or document was registered into the EDRMS 
(Gunnlaugsdottir, 2008a). If these search parameters are not available, the user 
experience of EDRMS will be expected to decline. This research can be investigated 
to see if the same search parameters are favourites here in Australia and expand upon 
Gunnlaugsdottir’s research.  
 
2.4.4. Organisational Culture   
 
The organisations culture highly impacts the way a user feels about the EDRMS. A 
high proportion of the literature indicates that during implementation of a system it is 
important to have senior management buy-in for the EDRMS to be fully adopted by 
staff (Maguire, 2005; Smyth, 2005; Gunnlaugsdottir, 2012 & 2008a). If there is no buy-
in, there is little encouragement for all user’s to even attempt to use the system. Buy-
in from senior management has been stated by Gunnlaugsdottir (2008b) as their 
interest in the project and implementation, their participation and ongoing use of the 
EDRMS and their role in motivating all others in using the EDRMS. The literature 
implies that without this buy in user adoption of the EDRMS will go down. Support and 
direction from senior management is required not just at implementation, but also 
continuously. As stated by Joseph (2010, p. 40): 
 
“…directives from senior management are required to change the organisational 
culture on how network drives, EDRMS and other information repositories are to be 
used in organisations.”  
 
It is needed so user’s use the EDRMS and not just put their records into a network 
drive or another storage location. Without support from management, organisations 
will have a lower adoption rate of EDRMS. Further research is required to see just how 
much an organisations culture does or does not impact on a user’s overall experience 
of EDRMS. 
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2.4.5. Information Culture  
 
Information culture has been explored in both the records management and the 
EDRMS specific literature, as the case with Foscarini’s (2012) research in functional 
classification schemes.. Information culture has many definitions, Choo (2013, p. 775) 
defines information culture as “…the assumptions, values, and norms that people have 
about creating, sharing, using information — (that) would have its own effect on 
organizational behavior and effectiveness”. Further research indicates that information 
is a resource or asset and should be valued by organisations. How well a company 
values that information is either a part of the organisations overall corporate culture or 
at least influenced by it (Sundqvist and Svard, 2016). The research also shows that 
information culture varies from organisation to organisation due to diversity and that 
by adapting to specific needs records practitioners can enhance recordkeeping 
practices and gain trust from system users (Oliver and Foscarini, 2014). Therefore, 
records and the wider information are assets to companies and how the organisation 
manages and uses their information impacts how user’s feel about records and how 
this relates to EDRMS experiences will now be explored.  
 
A user’s experience of EDRMS is widely impacted by a person’s access to the 
information (Joseph, 2009 & 2010). How this information is disseminated is determined 
by the information culture of a particular organisation. In Wright’s (2013) research, 
there was a lack of horizontal communication at the ministry of transport in Canada 
and teams often were not aware of what other teams were doing across the 
organisation, this was due to a lack of training in using the appropriate records systems 
to share information. Of interest, there was a lack of understanding of the compliance 
documents and a clear, connected relationship between information culture and this 
lack of compliance (Wright, 2013). Relatedly, Oliver’s (2008) research found in one 
Australian university case study, that they had information silos and a records 
department with a low profile, where individuals were not aware of their own 
recordkeeping responsibilities. In addition, the university was struggling to implement 
a technical solution for the efficient management of their information because systems 
on the market did not meet all their compliance needs (Oliver, 2008). With a lack of 
recordkeeping understanding across an organisation, user’s are not often aware of 
their requirements and then they do not use the EDRMS because the culture does not 
promote information sharing or does not have the legislation and policy in place yet to 
support it (Oliver, 2008). More information and research is needed in this area.  
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Further research indicates that user’s often store their documents in alternative 
locations to the EDRMS, which impacts on the records not being locatable. Nycyk 
(2008) further noted in his research that the construction industry in Australia has a 
spreadsheet culture where staff often refer to a spreadsheet to locate information and 
further documents and do not use the records system for locating information all the 
time. Referring to a spreadsheet to locate information is part of the companies’ 
information culture. Again, this area requires further exploratory research in its own 
right but will be used to see if it impacts on overall end user experience of EDRMS 
here in Queensland.   
 
 
2.4.6. Satisfaction and Burden of using EDRMS   
 
General evaluations have been carried out about user satisfaction of EDRMS. A 
survey from Taiwan (Hu, Hsu, Hu & Chen, 2010) evaluated one thousand six hundred 
and fifty-two government agencies overall satisfaction levels of using EDRMS. The 
results indicated if there was perceived job relevance associated with using the system 
and if they had the support services available to assist with any system issues, then 
staff were satisfied with using the system (Hu, Hsu, Hu & Chen, 2010). Lewellen (2015) 
also found that many recordkeeping systems have poor technical support available 
that impacts the user’s experience. This research raises relevant issues that also 
impact on user experience, if there are support services such as a system support to 
help fix any issues with the system; then the user is generally happier with using the 
EDRMS.  
 
Several studies have found that many manager level employees receive assistance 
from their secretaries (Gunnlaugsdottir, 2008a) or the administration employees play 
a significant role in registering and searching for records (Nycyk, 2008) essentially 
removing the burden from the managers to use the EDRMS as required. This links to 
the Hu et al.(2010) research about job relevance, where using the EDRMS is strongly 
associated with a person’s particular job specific role in the organisation. User’s often 
feel that the EDRMS has been thrust upon them and is a hindrance to them (Bailey & 
Vidyarthi, 2010) and it is less important than their own job (Nycyk, 2008), or not always 
seen as a part of their jobs. They have a lack of time to use the EDRMS, so the 
responsibility of registering large quantities of records is passed on to the 
administration staff, who often are overloaded with work that they struggle to keep up 
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with managing these records (Nycyk, 2008). Having secretaries register information 
strongly ties back to the view of how information culture is expressed within an 
organisation and requires further investigation. 
 
2.4.7. EDRMS Training    
 
The literature indicates that the training in how to use an EDRMS plays a signifincant 
role in user experience. If an end user has had no training, they are not aware of how 
the system works. Maguire (2005) indicates in the research that there is a need for 
training during implementation and after through refresher training. Other research 
(Gunnlaugsdottir, 2008b) also supports the need for EDRMS training and states that 
user’s found they had insufficient training in using the system, but some also indicated 
that they were tired of attending training (Gunnlaugsdottir, 2008b). Expressing training 
is necessary, but overloading user’s with training may result in an adverse effect on 
their user experience of the EDRMS. Systems should be simple to use, and the fact 
that training is even necessary may signify difficulty with using the system. Further to 
this, training could also mean that the system requires being robust and complex to 
successfully perform its delegated function and service to its user’s.  
 
2.4.8. EDRMS integration with SharePoint   
 
The use of SharePoint as a recordkeeping platform and through its integration with the 
EDRMS has been discussed in the literature.. Organisations have implemented 
SharePoint to meet their recordkeeping needs, particularly in other states. Bankstown 
City Council (State Records, 2013) for example, investigated implementing a 
SharePoint solution. They conducted a pilot study and surveyed participants about 
their experiences. The results (State Records, 2013) indicated 84% of respondents 
were happy, and would recommend the SharePoint solution they were testing.  The 
literature also states that SharePoint is preferred by the user’s (Stuart & Bromage, 
2010) because it is familiar to them. SharePoint and its integration with EDRMS have 
been talked about within the industry but not widely written about in research papers 
for review. Therefore, more in-depth qualitative research of SharePoint’s use for 
recordkeeping will bring additional value and insights into a user’s experience that can 
be coupled with user analytics. 
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2.5. Discussion  
 
The current research examines how user’s experience aspects of EDRMS, including 
classification schemes, their information seeking behaviour, and factors that impact on 
a user’s experience but does not go beyond to look at the holistic view of end user 
experience for all aspects. The research does not fully touch on the following aspects 
of user experience of EDRMS and SharePoint: -  
 
 The overall usability and accessibility, 
 All aspects of the user’s emotions,  
 The aesthetic or design aspects,  
 Long term use of the system, 
 More information about types of training that can aid a user’s experience, or 
 A general study that evaluates user experience more specifically integration 
with other systems.  
 
Of interest, is that none of the literature examines system interface or design in any 
comprehensive detail. The literature mentions the need for ease of use of the EDRMS 
but at the time of this thesis, no case studies or detailed research has been undertaken 
into companies that have changed the interface to improve its usability or evaluated 
how this makes user’s feel. However, at conferences and in the industry there have 
been discussions about changing the interface and design and it having a positive 
effect for their user’s.  
 
The literature looks at a user’s experience and expectations during the implementation 
phase of EDRMS. Most of the research in the records management field focuses on 
the importance of implementation and what makes user adoption successful. While, 
there is no doubt that this investigation provides invaluable information to organisations 
into what to do when considering implementing any technology, it fails to examine how 
user’s felt about EDRMS years after implementation. Few case studies that show how 
the user’s have experienced using the EDRMS. Although technology is fundamentally 
always being updated, there is still a need for user’s to feel positive about using a 
system for the entire life of the system. User’s experience of EDRMS years after 
implementation is something that can be further explored in additional research.  
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Therefore, there is a need to go beyond the areas covered in the research and examine 
user experience of EDRMS and SharePoint encompassing all aspects of user 
experience. To enrich the area of research and see how all these issues covered in 
the current literature are related and affect one another. How culture affects the use of 
functional classification schemes and how they impact directly on searchability and 
system design. Research in this area is required, particularly with the ongoing changes 
in technology, and the high level of electronic records.  
 
2.6. Conclusion 
 
End user experience of EDRMS and SharePoint requires further research to expand 
on what has been done and built upon the knowledge. Records Managers are facing 
challenges of user adoption of EDRMS. Many reasons impact on a user’s experience 
and adoption of EDRMS that include: -  
 
 The system usability, 
 The classification scheme, 
 Information seeking and barriers, 
 Organisational and information culture,  
 A user’s role and job requirements, 
 The ongoing technical support of EDRMS, and 
 EDRMS training.  
Without records being captured in an EDRMS, there is a lack of recordkeeping 
compliance. Records are required to be kept and need to be accessible to all relevant 
parties.  
 
The role of records is forever changing and morphing into an electronic environment. 
However, records still need to be managed, and user’s are continuing to have a 
stronger role in keeping and registering these records. Therefore, there needs to be a 
stronger emphasis on designing systems that allow for records to be compliant, but 
very easy to use at the same time and even automated.  
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In understanding how user’s experience EDRMS and SharePoint, records managers 
can adopt ways to improve system usability, come up with new ways of storing 
information that is more compliant, and assist user’s in all ways possible. These ways 
include EDRMS training, system automation, or changing attitudes or culture, 
understand if the experience is determined by culture and compare how user’s in 
different organisations use and experience EDRMS. Furthermore, the records 
professionals can understand the holistic experience of using EDRMS and see if there 
are any consistencies with other literature 
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3. Methodology  
3.1.  Introduction  
 
This research used the interpretive approach and the case study method. The 
research was exploratory, and the focus was on interpreting individual user 
experiences of records management systems in a case study organisation in 
Queensland, Australia. The user’s at the case study organisation were going through 
the early stages of changes in how they managed their records, and one year into the 
study they commenced integrating their EDRMS, HP Records Manager Version 8 
(RM8) with SharePoint. Both the interpretivist and case study method were the 
appropriate research approaches to garner further information about the user’s 
individual experiences. In addition, the researcher used this information to explore 
ways to help improve their experience.  
 
This chapter has been divided into two sections. The first section outlines the research 
approach and explains the case study method, its benefits and pitfalls, and why it was 
chosen for this research project. The second section describes the case study 
organisational context, the participants, the research design and data collection 
methods of usability testing and interviews, explores the structure of the study, and 
walks through data analysis and maintaining quality to explain to the reader the data 
collection processes used so it can be easily replicated.  
 
3.2. The Research Approach: Interpretivism 
 
 
This research used the interpretivism approach because it is most suited to exploratory 
investigations. The interpretive research approach believes that the ‘knowledge of 
reality, including the domain of human action, is a social construction by human actors” 
(Walsham, 2006, pp 320). Interpretivism means both the researcher and participants 
have and create their own meaning and interpretations of events around them. In this 
interpretivist research, the researcher was concerned with understanding the context-
specific meaning, what something is and how someone uses it (Schwartz-Shea and 
Yanow, 2013) in the case of the EDRMS and its integration with SharePoint.  
The researcher chose interpretivism because of it proven use in information systems 
and case study research.  Through both evaluating user experience and system 
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implementation the interpretive research method was supported and utilised as a valid 
paradigm as it has been with other case study research (see Walsham, 1995 and 
Smith, 1990).  It is used for case study research because it allows for more in-depth 
evaluation and for the researcher to tap into the individual participants’ interpretations 
of events (Smith, 1990). In comparison, another research paradigm, positivism is about 
the researcher understanding the facts and that reality is independent of our 
interpretation and construction (Walsham, 1995, Smith, 1990).  Using positivism would 
not have considered the emotions and individual constructs and unique ideas the 
participants brought to the research.  Therefore, interpretivism was a better fit for this 
research, and it allowed for these personal and unique constructs to come through in 
the data 
 
Specifically, in this research, the interpretivism approach allowed the researcher to 
increase their understanding of user experience of EDRMS and its integration with 
SharePoint. The interpretive approach supported the fact that a user’s experience is 
constructed by their interpretation or meaning of the unfolding events, social constructs 
and other factors that influenced the participant’s understanding of their lived unique 
experience with using the EDRMS and SharePoint environments.  
 
3.3. Method: Case study   
 
This research used the case study method. It is defined by Yin (2013, p. 12) as “a 
study that investigates a contemporary phenomenon in depth and its real-world 
context.”  Therefore, it is about gaining an understanding and exploring how events 
unfold in a particular context, the case. A case study in its simplest form is the study 
of a case (Gilliam, 2010), where a case can be either an individual or a group. A group 
can be an organisation, community or a selection of individuals, such as a school or 
factory (Gilliam, 2010). This research used a case study to explore one organisation 
based in Queensland, Australia.  
 
The researcher chose the case study method because it answers the how question. 
Yin (2013) indicates that for exploratory research, where the questions are about how 
or why a phenomenon occurs undertaking a case study is a sound fit because it allows 
the researcher to seek out those questions and explore the contemporary events. 
Figure 3-1 below outlines all the key characteristics of case study research (Benbasat, 
Goldstein and Mead, 1987, pp 371). These characteristics listed in the figure show 
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factors that influenced the researcher’s decision in choosing case study as the 
research method in this study. The researcher was concerned with answering the how 
question within one case organisation.  
 
Figure 3-1  Key Characteristics of Case study (Benbasat, Goldstein and Mead, 
1987, pp 371). 
 
 The researcher also chose this method to learn about unknown situations impacting 
the organisation’s culture that could be impacting on user’s experiences of EDRMS 
and SharePoint. Leedy and Ormond (2012) indicate that case study is about learning 
unknown situations, or how a program may change over time. And Gable (1994) 
indicates it allows the researcher to understand the organisational behaviour of the 
case. Overall, as a research method it enabled the researcher to explore and 
understand how events and experiences were unfolding in the case study organisation 
that could have led to users experiences of EDRMS and SharePoint. 
 
In this research the researcher focused on a single case, but case study can be either 
a single case or multiple cases. Yin (2013) indicates that if possible it is best to do 
multiple cases because they allow better evidence to support a particular 
phenomenon. Doing multiple cases gives the researcher the ability to see if there is a 
replication of the phenomenon or commonalities between the two cases that can 
provide the researcher with more substance to back up a theory, hypothesis or 
development (Yin, 2013). However, Flyvbjerg (2006) explains that seeing a single case 
as not providing the evidence to back up theory is a myth and that it depends on the 
single case being explored. Further indicating if the single case provides enough data 
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to prove or disprove an experiment or idea then doing a single case is a plausible 
method for research (Flyvbjerg, 2006). However, this research was not concerned with 
developing theory but rather looking for improvements for the records management 
systems within the case organisation and therefore doing on case study was a sound 
fit.   
 
This case study research focused on qualitative data gathering. Research by Van Der 
Blonk (2003) pointed out that case study as a method is very diverse and not one 
uniform research approach. The researcher considered what the purpose of the case 
study is and who the primary audience is, and in this case, it is both the user’s within 
the case study organisation as well as the wider records management community (Van 
Der Blonk, 2003). Data collection too is wide ranging for case study and, can include 
observation, documentation, archival material, interviews, or even physical artefacts 
(Benbasat, Goldstein and Mead, 1987). All of these are dependent on the research, 
the questions and the context and allow the researcher the freedom to develop their 
data collection techniques depending on their specific research. Therefore, for this 
research case study was a sound fit to explore user experience in records 
management systems. The researcher was interested in understanding how user’s 
experience the records management systems, the EDRMS and from the second year 
of the research the early stages of its integration with SharePoint within the case 
organisation. The further purpose of the research was to see where improvements can 
be made within the organisation while informing industry and academia. Furthermore, 
it was a sound fit because it allowed the researcher to focus on the how question that 
was being investigated. The question being, how do user’s experience records 
management systems? Finally, it allowed the researcher to dig deeper into 
understanding the user’s interpretive lived experience.  
 
3.3.1. Case study Method: Library and Information Science  
 
because the researcher also discovered thatin the information management arena 
case study is a popular choice as a research method. On undertaking a scan of current 
research in records and information management, it was evident that most research 
was either case study or survey.  In particular, this was evident in research published 
in the Records Management Journal. Three examples from this journal are Svard’s 
(2014) case study research on corporate culture, Hase and Galts (2011) single case 
on records myopia and Loussouran’s (2009) records management case study on 
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managing emails. These case studies have helped add value and understanding of a 
particular phenomenon or issue in the records management industry. Smith (1990) 
advocates for academic researchers to undertake case study in the information 
management space to better understand particular phenomena and increase 
knowledge and awareness in an organisation context.  Overall, a case study is often 
used in records and information research as a successful method to gain insight and 
understanding in a real world setting and that is one reason it was chosen for this 
research.   
 
The case study has also often been used in the broader information systems (IS) 
research. Gable (1994) indicates its sound usage in the information systems area, as 
a research method as it allows for the exploration of organisational behaviour and a 
collection of richer information in a particular organisational context. There has been a 
promotion of engaged scholarship and push for more qualitative research that has a 
stronger focus on engagement between the researchers and key practising 
stakeholders in the field (Conboy, Fitzgerald and Mathiassen, 2012). Where, the 
research is well suited to studying and capturing knowledge of practitioners and 
allowing for the subsequent development of theories (Benbasat, Goldstein, and Mead, 
1987). These key factors can be derived in case study research and are highly useful 
in the information systems field, and this was another key consideration in choosing 
this method for this investigation.  
 
3.3.2. Case study Method: Strengths  
 
This section of the chapter looks at the strengths of the case study method that helped 
the researcher choose this method. Case study allows for in-depth qualitative research 
that explores a deeper more sophisticated understanding of how user’s are 
experiencing the EDRMS and its integration with the SharePoint platform. In 
comparison, using quantitative techniques, such as quantitative survey, would have 
only produced a snapshot and would not have explored the detail that was required 
(Gable, 1994) as this research was focused on quality not quantity.  
 
Some of the main advantages of case study and wider qualitative methods that were 
explored by the researcher are: 
 
31 
 Qualitative methods can reveal multifaceted information, organisational 
contexts, and allow the researcher to gain new insights (Leedy and Ormond, 
2012), and 
 Case study is further allowing research to test views and see phenomena 
unfold in the real world context (Flyvbjerg, 2006).  
 
The benefits of case study have added value to this research. Flyvbjerg (2006) points 
out that one of the advantages of a case study is it allows researchers the wealth of 
detail that is present in a real-world context. This point amplifies Williamson and Bows 
(2000) discussion about case study allowing industry and academic collaboration. 
Through undertaking this research the researcher was able to share findings from a 
real world context with the academic community. Flyvbjerg (2006) further indicates that 
theory cannot discover human behaviour and that cases allow researchers to develop 
their learning processes and skills to conduct the research. Case study enabled the 
researcher to learn more about research, user experience and records management 
while conducting the research, adding more knowledge to the project.  
 
3.3.3. Case study Method: Limitations and Reflexivity 
 
 
A limitation the researcher found with case study is the researcher can be too close to 
the investigation. The researcher for this project was involved in the case study 
organisation, and there was the perceived risk they may influence the results (Smith, 
1990). However, the researcher being an employee at the case study organisation did 
not compel or influence employees to participate, as it was made clear in the 
communications, the email flyer and consent form, that participation was voluntary. As 
indicated by Leedy and Ormond (2012) consent should always be voluntary, and 
participants should never be pressured to participate. The researcher being an 
employee did not influence the analysis of the results. The researcher remained 
impartial coming into the project not as an employee but as a researcher. However, it 
was noted that the researcher had a keen interest in the results that emerged so the 
researcher could help improve the records management at the case study 
organisation.  
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There are also several limitations associated with the research data gathering 
techniques such as, observing that is an active component of usability testing. Leedy 
and Ormond (2012) state participants when asked about past events, they are relying 
on memory and may not remember everything or remember exactly as the events had 
happened or unfolded. In the case of this research, the participants may not have 
remembered all their experiences or have been willing to share them with the 
researcher. The researcher would not have known. They may have let their emotions 
determine what happened and this would have influenced their experiences again 
potentially influencing the results (Leedy and Ormond, 2012). Participants may have 
been less open and honest about their true feelings and experiences with the 
researcher. If they knew the researcher has a vested interest in the organisation where 
the case study was taking place this too would have impacted the results (Walsham, 
2006). To elaborate, where the researcher is an employee or is closely connected to 
the case study organisation, the participants may have felt they have to give responses 
that were expected and not what they actually felt or thought.  As Yin (2013) indicates 
with a participant being observed, there was the risk of bias due to the participant’s 
manipulation of the data impacting its credibility, where they are not giving true 
responses but falsifying the evidence. These techniques are further elaborated upon 
in the data collection section of this chapter.  
 
With this research, the focus was on understanding the user’s within the single case 
and strengthening the validity of the research by using two complementary data 
gathering techniques together. As indicated by DeWalt and DeWalt (2011) who state 
it is not recommended that any technique using observation, for this research during 
a usability test, be used on its own but when used in conjunction with another technique 
it limits the risk and ethical issues that may arise.  It reduces the risk and ethical issues 
by allowing the researcher to fully understand the participant’s experiences two 
different ways, allowing for two sets of complementary data. These two complementary 
sets of data are spoken responses (through interviews) and visual emotions (through 
observation) that enable the researcher to hear and see the participant’s experiences 
(DeWalt and DeWalt, 2011). Flyvbjerg (2006) points out that case study method has 
no greater bias than any other research technique. Therefore, the risk and validity is 
being minimised by using two data gathering techniques together, usability testing and 
interview, and so they can complement each other. The reliability and validity is further 
explored in this chapter.  
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3.4. Research Design  
 
3.4.1. The Case study Site  
 
The single case study research was conducted in a public sector company based in 
Queensland, Australia. The company has a geographically dispersed workforce 
consisting of one hundred and twenty employees; spread over two offices and four 
regional smaller sites. The organisation’s primary system for storing records is the 
EDRMS, Hewlett Packard (HP) Records Manager Version 8 (RM8). For the first half 
of this study, the organisation used the EDRMS solely for saving records, but over time 
it has had process improvements made to it and was in the early stages, pilot stages, 
of being integrated with the Microsoft platform SharePoint. This integration 
commenced in 2014 and was ongoing throughout the second half of the research 
study.  The integration is why the research question is about records management 
systems and does not mention SharePoint because it was a later inclusion in the 
research study due to changes at the case study organisation. Within the organisation, 
SharePoint had been used as the companies’ intranet since 2012, but using it for 
saving documents and specifically recordkeeping, was a relatively new concept and 
thus impacted on the user’s experiences and the way the interviews and usability tests 
took place. Therefore, changes were ongoing throughout the study in the way 
participants were saving their information and where they were saving their 
information. 
 
The EDRMS and SharePoint are available to all staff; however, due to differing work 
commitments not all employees use either system, for instance, the field staff do not 
use the EDRMS. However, all office staff, including technical staff, use the EDRMS 
and towards the second half of the study, SharePoint for saving documents, and are 
required to register their information into one of these locations.  
 
The public sector must adhere to the legislative requirements for recordkeeping. 
Therefore, all business records created or captured by the public sector company must 
be captured into the EDRMS directly or saved into SharePoint, where they are then 
managed and archived into the EDRMS.  
 
User’s often find using the EDRMS challenging within the particular context of this 
organisation. With the increase of information and the constant changing technology, 
the records management staff have to continuously learn new skills to make processes 
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and records management information solutions and automation as easy as possible 
for user’s.  
 
The organisation has just upgraded the EDRMS and was in the pilot stage of 
connecting it to SharePoint during 2014. SharePoint was starting to be used by staff 
as the front-end interface for saving and searching for records. When the study first 
commenced the company were using, just the EDRMS and one year in they started 
integrating it with SharePoint. The organisation throughout the study was focusing on 
their digital and strategic vision, which increased the need to explore user experience. 
The importance is because records management staff could assess why user’s 
struggle with the EDRMS as a stand-alone platform and if these same challenges will 
transfer across to other information systems, such as the SharePoint front end system. 
As an example, if their problems in using the EDRMS are cultural, relate to the system 
usability or other factors. So, the organisation was interested in understanding their 
user’s and what their user’s experience especially when completing their daily tasks 
and work commitments.  
 
Therefore, the case study method was chosen and designed to understand how 
employees within the organisation use the EDRMS and SharePoint for recordkeeping, 
so the records staff can help improve their overall experience and improve the 
recordkeeping processes and information availability.  
 
 
3.4.2. The Participants 
 
There was a total of seven participants for the main and pilot studies. Gilliam (2005) 
states it is important to select just the right number of participants to interview so that 
a good cross selection of results appear and seven is just the right number within the 
case study organisation Kvale (2007) further indicates that it is important to interview 
as many subjects as required to get the information you need to know and that the 
number of participants depends on the topic being studied. In interviewing the number 
is often around fifteen plus or minus ten (Kvale, 2007).  Seven was a good number of 
participants for this interview technique.  
 
Within usability testing, there are many differences of opinion about how many 
participants are needed to be observed using a system to get the best results. The 
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average consensus is five participants are required as a minimum (Alshamari and 
Mayhew, 2009). This many participants can determine and show any usability issues 
and system improvements that are needed and what challenges they are facing 
through the observation process. Therefore, seven fitted the requirements for effective 
usability testing and allowed for a robust, diverse cross-section of results.  
 
The same is said for overarching qualitative research where the sample of participants 
depends on the research question (Leedy and Ormond, 2012).  There is no easy 
answer to determine the appropriate sample size because it differs from researcher to 
researcher (Leedy and Ormond, 2012). Leedy and Ormond (2012) give the following 
clues as to the correct sample size for qualitative research: 
 
 That the sample includes both the typical and non-typical examples of the 
question,  
 When there is a power hierarchy in an organisation that an even 
representation from all levels is selected, and 
 Include cases that can discredit the hypothesis or theories (Leedy and 
Ormond, 2012, pp 152). 
 
Based on all these research considerations, seven participants were chosen from the 
case study organisation. This number of participants was enough to cover an even 
selection of employees within the case organisation, while allowing the researcher to 
see profound insights into how they experience using the EDRMS as a stand-alone 
system and SharePoint for recordkeeping integrated with the EDRMS. The 
representation consisted of:  
 
 Two females and five males, 
 An even selection of differing age groups,  
 An even selection of staff across the organisation from both administration 
and  
Managerial level (as shown in Table 3-1), and 
 An even selection of system user’s – a selection of user’s representative of all 
the different levels of access. As a typical example, some user’s have full 
administrative rights, while others have limited rights that allow them only to 
register and view documents.  
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The sample selection used proportional stratified sampling to select the participants. 
Proportional stratified sampling is where there are different hierarchical levels called 
layers of individuals, and the researcher selects an even number of participants from 
each layer that is in proportion to the number of individuals within each layer (Leedy 
and Ormond, 2012). This sampling technique was chosen for an even representation 
at all levels and because of the uneven numbers of the different layers of employees 
within the case study organisation. The table below shows how the proportional 
stratified sampling technique was impemented for the selection of participants. 
 
Layer / Group  Number of Participants  
Managerial Level  2 
Officer / Mid-Level  2 
Technical and Trades  1 
Administration  2  
 
Table 3-1 Breakdown of Participants 
 
The proportional random sampling technique determined the recruitment of 
participants. Where the number of participants from each layer were asked if they 
would like to participate in the research.  
 
In 2014, participants were invited to participate in the research project via email. An 
email was sent out to a random stratified selection of staff across all spectrums of the 
organisation. These employees were chosen to email because in earlier information 
sessions with the researcher they had indicated they would be interested in 
participating in the research. This initial email was sent out six staff, of which two male 
participants from different departments reported that they were interested. One of the 
participants was in his thirties and the other his forties. These two participants were 
given an information pack about the research and arrangements made for conducting 
the research. They were interviewed and participated in the usability testing during an 
early pilot phase of the research. They later became part of the all-encompassing 
seven participants for the research project.  
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In early 2015, a second sample selection email was sent out to a random sample of 
employees. However, this email yielded no willing participants. Therefore, a generic 
email was sent out to all employees asking if the wish to participate in the study. Within 
this email, there were two staff who replied they were interested in participating, one 
female and one male from different departments and different stratified layers within 
the case organisation. After this point, the researcher walked around and phoned staff 
to ask if they wished to participate. The floor walk and phone calls received a positive 
response and more participation from employees at the case study organisation. In 
this case, there was another three staff who were interested in participating, two males 
and one female from different layers and departments. Therefore, this group of 
participants formed the main study and consisted of five. Participants were given an 
information pack about the research and arrangements were made for conducting the 
research. A copy of the email flyer is available in Appendix A.  
 
If this email communication generated too many participants, the researcher would 
have used proportion stratified sampling (Leedy and Ormond, 2012) to pick only two 
participants from each layer within the organisation. If there were more than two 
managers who offered to participate, as an example, the first two to respond who have 
been chosen.  
 
3.4.3. Data Collection 
 
The data collection was conducted through undertaking usability testingand semi-
structured interviews. Both of these methods are important sources of case study 
evidence because they reflect guided conversations and observations (Yin, 2013). 
These two data collection methods used are further outlined in this section. This outline 
is followed by a detailed discussion around how these two techniques were undertaken 
and their reliability and validity. A detailed timeline of the research stages is available 
in Appendix B.  
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3.4.3.1. Usability Testing   
 
 
Usability testing is about user’s testing a system or Information technology platform for 
its effectiveness, efficiency and design. Whereby, user’s were given a set of prescribed 
tasks to complete, and evaluators observe them completing those tasks (Alshamari 
and Mayhew, 2009). The focus of usability testing is often on testing web based 
applications to see their failures and where system improvements need to be made 
(Lucca and Fasolina, 2006). Specifically, in the context of this research, usability 
testing is strongly used as a research method in the library and information sector for 
their testing of websites (Thompson, 2003; Blakiston, 2015). Usability testing is one of 
the strongest mechanisms for designers of systems to observe user’s completing tasks 
(Hornbaek and Stage, 2006) so changes can be made to them as needed. Usability 
testing is an effective way for researchers to understand how user’s interact with 
systems to see what changes researchers and designers can make to them that will 
benefit the user.  
 
An important component of usability testing for this research was observing user’s 
complete a set of tasks. Observation is a vital part of usability testing (Thompson, 
2003).  One of the main observation methods used in this research was to watch and 
observe the user as they interacted with the system being tested (Thompson, 2003) 
the EDRMS and SharePoint. Using usability testing through watching user’s complete 
a set of tasks was deemed to be the most efficient and effective way to answer the 
research question.  
 
This research was concerned with understanding firstly, the design and usability of the 
system and secondly, what the participant was thinking and feeling. The think out aloud 
protocol was used in this research so the researchers could hear what user’s were 
thinking (Hornbaek and Stage, 2006). An explanation of the protocol will follow in this 
section.   
 
The usability testing conducted in this research were about watching, listening and 
asking clarifying questions of the research participant (Gilliam, 2010) as they 
completed a list of prescribed tasks. This research was concerned with understanding 
how user’s within the case study interact with the EDRMS and SharePoint directly.The 
researcher wanted to directly watch the user complete a set of prescribed tasks 
relevant to their role, having the ability to ask clarifying questions and to get a good 
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cross section of how they complete allocated tasks. How the user completed the set 
of tasks was the most important element of this usability testing, to find out if the 
participant was struggling with specific aspects of using each system and why they 
were struggling. Usability testing through direct observation and using the think out 
loud protocol was the best way to gain this knowledge as well as a deep understanding 
of the overall user’s experience.  
 
There are both strengths and weaknesses with using the usability testing method that 
is outlined in table 3-2 below. Using the interview method alongside this usability 
testing method has mitigated these weaknesses. The table shows the general themes 
associated with usability testing and both its strengths and weaknesses. 
 
Theme Strength Weakness 
Watching   Researcher can 
absorb and observe 
the participant and 
the wider surrounds 
by watching (Gilliam, 
2005)  
 Can see the user’s 
emotive feelings, 
expressions and 
actions  
 To see how user’s 
interact with 
technology (Gilliam, 
2005)  
 Through just watching it is 
not entirely possible to 
understand the full context 
(Gilliam, 2005)  
Context   It can give additional 
context to the 
interviews  
 
Meaning   Allows the researcher 
to see everyday 
events (Jorgensen, 
1989)  as an example 
 The everyday events may 
be manipulated by the 
participant who may not 
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to see how the user 
goes about using the 
technology  
show their full true accurate 
feelings (Yin, 2013)  
 Researcher’s 
interpretations are different 
and the meaning of the 
data observed through 
usability could be different 
(Alshamari and Mayhew, 
2009).  
 
Table 3-2 Strengths and weaknesses of usability testing  
 Usability testing was used in conjunction with the semi-structured interview to mitigate 
these weaknesses. 
 
Not only was the participant being watched completing their tasks, but they also talked 
through their tasks using the think out loud protocol and were interviewed. Using these 
techniques together added a cross collaboration of data, observation and visual 
expressions, hearing their spoken thoughts, and structured discussions, for the 
researcher to use and mitigated any risks that could be present with just watching 
alone. Through just watching the researcher would only see visual expressions and 
not be able to hear the spoken thoughts or hear their views during structured 
discussions. It was expected that user’s had different interpretations of the events 
around them, different experiences when using the EDRMS, and this research was 
using the interpretivism approach to take those into consideration.  
 
 
Usability Testing – Design and Data   
 
The usability testing process firstly focused on selecting the participants and 
developing the prescribed tasks. The participants have been chosen as outlined in the 
participant’s section (see 3.4.2. Participants).  The observation tasks were designed 
around: -  
 
1. EDRMS functionality; and  
2. EDRMS usability. 
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These two points for the design of the research were chosen because of the context 
of the case study. Within the case study, it had been discovered that user’s were 
struggling with the functionality and usability of the EDRMS. Therefore, the research 
was concerned with understanding why and answering the research question. The 
research was concerned with working out the user’s overall lived experiences within 
the case study context, and what was causing them to struggle, if it was system 
functionality, usability, or if the problems were external to the system itself and more 
in alignment with the environment around them.  
 
 
Based on these factors a set of tasks were created for the usability testing. Within 
usability testing, it was important that the evaluations had elements of a systems 
effectiveness, efficiency as well as the user’s satisfaction (Alshamari and Mayhew, 
2009).  Therefore, the tasks created for the user to complete needed to cover all these 
considerations. It was determined that the tasks would focus, as closely as possible, 
to the types of tasks that the user’s completed in their daily work. The main two 
elements that user’s use an EDRMS and SharePoint are to capture records, and to 
search for records for their information value and use.  
 
Therefore, tasks were based on the user’s experience when: 
 
1. Searching for information in the EDRMS and SharePoint, and  
2. Registering documents in the EDRMS and SharePoint. 
 
A list of tasks was created covering both searching and registering. These tasks were 
reviewed to assess their validity and reliability. They were examined by the researcher 
to see how closely they reflect user’s everyday tasks if they were at the right level of 
difficulty for the participants, and if the participants had the right level of access to 
complete the tasks.  The participants every experience with the EDRMS and 
SharePoint are around them searching for information related their role, anything from 
administration, the environment, infrastructure, finance and so forth. Their registering 
of documents is also linked to the documents they are tasked with creating including 
letters, reports, business cases, spreadsheets and emails. It was around these daily 
tasks that the questions were created. The researcher wanted to cover a broad 
selection of tasks that would cover all the roles of all the participants across the case 
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study organisation and that is why they were created very generically in the pilot study. 
The tasks were tested by the researcher before they were given to the participants 
during a pilot study. The researcher created the tasks and then had a go at completing 
them to make sure the tasks could be completed and generated answers for those 
tasks, trying all the different ways the questions could be completed or interpreted. The 
tasks also had following questions associated with them, as an example, search for all 
project management plans? How did you search for these records? Why did you 
choose this way? These associated questions of how did you search for these records 
and why did you choose this way were designed to take the usability testing further 
and see their experiences, and how they reached their answers to see the different 
ways participants went about their searching and saving of documents. That way the 
researcher could determine what user’s found the most effective method for saving 
and searching for their documents and use this information constructively to help in 
the overall usability of the system. The tasks created for the EDRMS component 
include:  
 
 Search for all financial statements between 1/7/2013 and 30/06/2014. How 
many did you find?  
 Search for all project management plans? How did you search for these 
records? Why did you choose this way? 
 How many excel spreadsheets are in the system?  
 
Tasks created for the SharePoint component include:  
 
 Search for the Health and Safety policy. How did you find the Health and 
Safety policy?  
 Search for information about project management plans. 
 
These tasks were reviewed during the pilot phase and redesigned for the main study 
(see Appendix E – pilot study). They were reviewed because it was discovered that 
during the pilot study some of the tasks were in fact too generic and needed some 
minor alternations made to them. See Appendix C for the usability testing guide and 
questions used for this research.  
 
There were no generic success criteria for each task. Each task had an answer, for 
example, the total number of excel spreadsheets present in the system. Some of the 
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questions had multiple answers, depending on how they conducted their search. It was 
noted if the participants could attain the answers and they wrote down their answers 
as they were completing the tasks. The answers were collated as part of the data. 
However, the focus was on how they achieved those answers and the tasks they 
completed to achieve the outcomes to see if the systems were user-friendly or what 
issues they were experiencing during the searching and registering process that 
impacted on the usability of the system and also the functionality of the system.   
 
 
Conducting the usability research  
 
The researcher observed in total seven participants. There were two sessions for each 
participant; the first observed the participant using the EDRMS and the second 
SharePoint. Each session occurred in a closed office at their work site location. Each 
observation session lasted approximately fifteen minutes. The information was 
captured using field notes through watching and observing, while a digital recorder 
was used to capture spoken responses. Participants talked through their tasks as they 
were completing them using the think out loud protocol. The think out loud protocol 
minimised the risk of information being missed during the sessions.  
 
Specifically, the think out loud protocol is used extensively in user experience and 
usability tests and benefited this research project.  This protocol was used because it 
is not possible to observe what a participant is thinking just through body language 
(Olmsted-Hawala, Murphy, Hawala, & Ashenfeliter, 2010). It also leads the researcher 
to probe and ask a question when there was silence during the usability sessions 
(Olmsted-Hawala, Murphy, Hawala & Ashenfeller, 2010). As a technique, it has been 
used in information and library science successfully, as an example, in Sadeh’s (2007) 
evaluation of user’s experience of the Primo library system. Where it allowed the 
researcher to understand the participants thought processes. Understanding thought 
processe further enabled the researcher to understand why the participants chose to 
search or find information the way they did. More specifically, it benefited this research 
project because it did allow the researcher to get a glimpse into what the participants 
were thinking. When the participant looked perplexed, it was possible to hear why this 
was the case and therefore removed the ambiguity out of the equation.  
 
With the EDRMS there are multiple ways to complete each assigned task. There are 
multiple ways for both retrieving and registering information, and understanding how 
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the participant does the task was critical to see any themes or consistencies.  The think 
out loud protocol helped the researcher understand why they chose to complete tasks 
different ways and follow those specific actions to complete their tasks and not others, 
which will be explored in both the findings and discussion conclusion chapters. 
Understanding how the tasks were completed helped establish patterns and discover 
the varied ways user’s completed their tasks.   
 
The observation occurred as outlined in the stages listed below, where the concepts 
have been taken from Gilliam (2010). However, not all observations when exactly to 
the schedule as outlined.  
 
1. Introductions – the participant to sign the consent form and researcher to give 
the participant the tasks to complete. 
2. Descriptive observation – where the researcher will observe the surroundings, 
taking into consideration participant feelings (Gilliam, 2010). 
3. Main observation – the researcher will focus on participants who will complete 
the tasks using the think out loud protocol. The researcher will record the talking 
and take notes.   
4. Finalisation of observation – the researcher will finalise the task and thank the 
participant. 
5. Directly after the observation – the notes and recordings will be transcribed and 
stored in the case study database by the researcher.   
 
The usability testing followed Gilliam’s (2010) steps, whereby the researcher had a 
laptop set up in a meeting room ready for the usability testing to commence and then 
where possible would follow those five steps. The researcher gave the participant 
information, consent forms that were signed, and the formal explanations about the 
research occurred at this time. Secondly, the researcher explored and viewed their 
surroundings, how the room was set up for the study and evaluate the optimal location 
for the laptop to be placed for the user to complete the prescribed tasks as to make 
them the most comfortable. The researcher would then ask the participant if they were 
comfortable. Thirdly, the completion of the tasks began, and the researcher would sit 
and watch and observe the participant completing the tasks, given to them on a printed 
piece of paper. If the participant looked as though they were stuck or unsure of what 
to do, the researcher would ask the participant a question that they could answer to 
help them discover what to do next. No other information was provided as it was 
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usability research with the aim to discover how the user goes about completing the 
tasks and use observation to see what challenges, if any, the participants were having. 
Once the tasks were complete, the researcher thanked the participant and remained 
in the room to collate notes, check audio recordings and pack away the laptop. Within 
two to three days the researcher transcribed the audio recording.  
 
The results obtained through the usability testing was used to understand the user’s 
experience. They were used to understand what the user was thinking and feeling 
during the usability testing process via their talking and body language. In addition, 
how and why the user completed the set tasks the way they did. It was an important 
part of the research to explore the user’s holistic lived experience when they were 
searching and registering information into the EDRMS and SharePoint. Therefore, 
usability testing allowed for the researcher to watch the user and use the data gathered 
in collaboration with the data obtained while listening from the semi structured 
interviews.  
 
 
3.4.3.2. Interview  
 
This research used the interview technique to gather rich qualitative data. The 
Interview is a qualitative research technique that has been used and discussed in the 
literature since the 1980’s but has been used long before that, extensively in the 
disciplines of social science, such as anthropology and sociology (Kvale, 2007).  More 
specifically, semi-structured interviews involve the researcher interviewing the 
participants with open-ended questions and then the researcher probes for more 
information with follow-up questions (Gilliam, 2005) as was the case with this study. 
Gilliam (2005) further indicates that with semi-structured interviews, the researcher: 
 
 Asks the same questions for each participant, 
 Develops the questions and ensures they cover the required topic, 
 Makes sure the questions are fully covered, 
 Allows the same time for interviews with each participant, 
 Develops questions that are open-ended and allow the researcher to ask and 
probe the participant for further information (Gilliam, 2005).  
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Furthermore, Smith (1990, pp 130) states, “Semi-structured interviews, using interview 
schedules often provide much of the primary data. The interviews should, with the 
permission of the respondents, be tape-recorded and subsequently transcribed in full”. 
The reason outlined is that the recording ensures that all the data is captured and 
nothing is missed. In this research, all interviews were audio recorded and then 
transcribed to meet these criteria.  
 
With this research, the researcher asked about facts, motives, behaviour and 
conscious (Ormond and Leedy, 2012). By capturing and interpreting all this 
information, it allowed the researcher to get the deeper, unique information that each 
of the participants brought with them to the table. When a participant was asked a 
question, their responses were generated from their experiences, and they had their 
exciting knowledge and opinions that they had gathered and learned over their lifetime 
and within the workplace setting. Understanding, interpreting and understanding user’s 
experiences is why this research used interviews to get to the unique themes that 
emerged from the participants.  
 
There are both strengths and weaknesses with the semi-structured interview. The 
weaknesses are mitigated by using this technique with usability testing. These 
strengths and weaknesses are listed in table 3-3. There are themes associated with 
the interview technique. These themes outline what is to be gained from using the 
research method. Each theme outlines its strengths and weaknesses associated with 
it in this table. 
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Theme Strengths  Weaknesses  
Insights  Semi-structured interviews 
are more flexible and allow 
for more insights to emerge 
than other techniques, such 
as Questionnaire (Gilliam, 
2005)  
 Not all insights may 
be visible through 
semi-structured 
interviews 
Talking   The researcher can gather 
deep insights simply through 
talking (Kvale, 2007)  
 Talking alone can 
miss many visual 
detail  
Memory   Participants can recall 
events and feelings from the 
past  
 They are relying on 
memory and it can 
be challenging to 
discern how the 
events were 
remembered 
(Gilliam, 2005)  
 
Table 3-3 Strengths and weaknesses of the interview technique 
 
These weaknesses were mitigated through using the semi-structured interview with 
the method usability testing. The usability testing showed the user’s current 
experiences through observations, while the interviews relied on deep rich and 
complex events that occurred both during the time of the study and the past.  
 
Interviews - Design and Data  
 
The semi-structured interview approach was chosen to allow for deeper user 
experience insights to emerge. It gave the researcher the opportunity to ask leading 
questions and to allow for additional probing. The interviews added additional value 
and insights that built upon the data obtained during the usability data collection.   
 
The semi-structured interviews process followed the five stages as outlined by Gilliam 
(2005):  
 
1. Preparation phase – recruitment of user’s to be interviewed,  
2. Initial Contact – Introduction of the researcher in a research capacity, 
3. Orientation – explain the purpose of the research of user experience of 
EDRMS, 
48 
4. Substantive phase – the interview with the user’s, 
5. The closing phase – review and summary of the research and thanking the 
user participants (Gilliam, 2005).  
 
As part of the preparation phase, the participants were selected, and the open-ended 
questions were developed and trialled. An even representative of participants were 
chosen as outlined in the participant’s section (see 3.4.2. Participants). The 
participants were, where possible, the same for both the usability testing and interview. 
The questions were developed, reviewed and trialled before conducting the interviews. 
There was a pilot study of two participants. The development of the open-ended 
questions occurred through brainstorming ideas with other information professionals 
based on the research question. The brainstorming was around what types of 
questions would be the most suited for the study, should they be about the usage of 
the EDRMS, asking about what issues they are having, or being generic and not asking 
questions that were too specific.  
 
It was identified that the usability testing would pick up on how the user’s interact with 
the system as well as any issues or concerns they were having. So, the interview 
questions would be around their system usage, if they had had training, if so what they 
found challenging and so forth. It was envisaged that these questions were general 
enough to allow the user to take the answers in multidimensional directions. Because 
in terms of records management what one user might find challenging another could 
find easy. Some of the questions were closed questions that required a single 
response, but the majority of them were open. These questions could lead to further 
probing questions and allow rich data to emerge. The closed questions were asked to 
understand, how long the user has been using the EDRMS, how often they use it, to 
see if any themes were emerging or commonalities visible between the interview and 
usability testing. Here for example, if the user uses the EDRMS daily would their 
confidence in the system be affected? This question was asked to see if there were 
any causal relationships between how often the participant used the system and how 
effective they were at using it.  
 
The questions identified for the semi-structured interview included:  
 
1. How often user’s use the EDRMS? 
2. What is your preferred time of Use? Why? 
3. Have you received any training? Was this helpful?  
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4. What do you find easy or challenging when using the EDRMS?  
5. Do you find recordkeeping in SharePoint easy or challenging? Why?  
 
There were two sets of questions established. One about the user’s experience with 
the EDRMS and the second with SharePoint. With the SharePoint questions, it was 
made clear that the questions were about one aspect of the SharePoint environment, 
when using it for records and not the intranet or the full spectrum that SharePoint offers 
as they were out of the scope of this research project.  
 
These questions were trialled with a selection of user’s, in a pilot study (see Appendix 
E). Gilliam (2005) states that trialling the questions will allow for additional key 
questions to arise that may not have been thought of in the initial development. 
 
During the initial contact and orientation phase, the researcher explained the research 
objectives, ethics and confidentiality. Kvale (2007) and Gilliam (2005) express the 
importance of informed consent and confidentiality, and these were considered in this 
research.  
 
Conducting the Interviews  
 
The seven participants were interviewed in a closed office at their work site location, 
or if that was not possible via phone interview that was audio recorded. A full list of the 
semi-structured questions can be found in Appendix D. There were two interviews per 
participant; the first was interviewing the participant about the EDRMS and the second 
SharePoint. The interview was separated into two, to allow more time to discuss each 
question and to reduce the impact and time commitments to the case study 
participants. By separating each interview, it allowed the focus to be on either the 
EDRMS as a standalone system or when integrated with SharePoint. Each interview 
took approximately thirty minutes, but due to time constraints for the user’s within the 
case study organisation, there was some differentiation to this with the interview 
sometimes taking less than the prescribed thirty minutes. Gilliam (2005) states that for 
interviews that are in-depth and focused, they should not take more than forty-five 
minutes. The information was captured by digital recorder and by taking notes, in order 
to capture all information. Gilliam (2005) states the importance of transcribing the data 
as soon as possible after it has been captured via recording. Therefore, the data was 
transcribed and typed up in full after the semi-structured interview was finished. In each 
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case, the interview had been transcribed as soon as practicable, within two to three 
days.   
 
Finally, throughout the interview, the researcher was not too intrusive or overly 
confiding (see Gilliam, 2005). Therefore, keeping enough distance, so the participant 
felt comfortable to explain their own points of view and interpretation of events and 
emotions. 
 
3.4.4. Research Study 
 
The overall research study consisted of seven participants. Two of the participants 
were part of the usability study and the semi-structured interviews that were conducted 
between July and December 2014. This was a pilot study that allowed the researcher 
to hone further and develop the tasks and research questions. These two participants 
became part of the seven for the wider research project. A detailed discussion about 
this pilot and the lessons learnt can be found in Appendix E. The remaining five 
participants were part of the second main study that was conducted between January 
and May 2015 within the case study organisation. Here there were an additional five 
participants, three male and two female from various office locations to allow for 
differing viewpoints to emerge. Therefore, a total of seven participants were a part of 
this research study. 
 
 
3.4.5. Data Analysis  
 
This research used thematic analysis as the data analysis technique. Thematic 
analysis is defined as ‘a method for identifying, analysing and reporting patterns 
(themes) with data’ (Braun & Clark, 2006 pp79). This method is different from other 
research methods, such as grounded theory and the constant comparative method 
(see Glaser, 1965) because it does not focus on generating theory, but rather 
developing themes from the data set that can add rich information to the researchers 
question or hypothesis. Thematic analysis can be used for a many research 
approaches including interpretive research (Braun & Clark, 2006) and was used for 
this research project.  
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This research analysed the data using the six phases of thematic analysis that are 
explained by Braun and Clark (2006, pp 87). The six phases are:  
 
1. Familiarizing yourself with your data – The researcher reads and understands 
their data and for recordings, transcribes the data. 
2. Generating initial codes – the researcher develops the initial codes from the 
data set.  
3. Searching for themes – the researcher sorts the codes into general themes (i.e. 
creating a thematic map).  
4. Reviewing themes – develop candidate themes, which involves reviewing and 
removing items that are not themes (revising the thematic map).  
5. Defining and naming themes – naming themes and writing an analysis for each 
theme.  
6. Producing the report – the researcher writes up the final analysis and report. 
 
These six phases were followed for this research and a detailed breakdown of each 
phase is outlined below.  
 
1. Familiarising yourself with the data  
 
The researcher read and reviewed all the data transcripts. Firstly, within 2 days of both 
the interview’s and  usability testing taking place the digital audio recordings from those 
sessions were fully transcribed. These transcriptions were done by listening to the 
audio recordings and typing it up into Microsoft word. Each transcription was given an 
identifier to remove the identity of each participant. As an example, for the EDRMS 
interviews, each transcript was titled EDRMS and then a number. For the first 
interview, the transcript was called EDRMS1 and the second EDRMS2 and so forth. 
The same process occurred for all the transcripts. The SharePoint ones were titled SP 
and then a number, and the usability testing ones O for observation and then a number. 
The transcripts were stored in a case study database created by the researcher. The 
researcher then read each transcript to become familiar with the data and review what 
was said during the observations and interviews. This process allowed the researcher 
to look back and remember all the ideas and unique views coming through in the 
research. The researcher also took extensive handwritten notes about the findings. 
The researcher read through each transcript many times to review the data thoroughly.  
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2. Generating initial codes  
 
In the next step, the researcher coded all the data. Firstly, the researcher read through 
each transcript and using the comments feature in Microsoft word, highlighted each 
line of the data and provided a brief description of the data. These brief descriptions 
were used to create the initial codes. An example of the highlighted data is shown 
below in figure 3-2. 
 
 
Figure 3-2 Preliminary Data Extraction from Transcript  
 
After this process was finalised and all the transcripts have been described using the 
comments feature in Microsoft word, each highlighted line was copied to one of two 
excel spreadsheets, one for the EDRMS codes and another for the SharePoint codes, 
and a unique number assigned to each code. There were two excel spreadsheets 
because the research had consisted of separate usability testing and interview 
sessions and having this data separated into two spreadsheets made it easier to 
compare and create the initial codes. This generated over 100 preliminary codes for 
each spreadsheet and a large quantity of data that required a lot more rigorous review.  
 
The use of the Microsoft Word comment feature to identify codes and the use of excel 
to list and group those codes provided all the tools needed for coding, data analysis 
and evaluation. Therefore, no analytical tools, such as NVivo were used during this 
research project.  
 
These initial codes were then grouped into more specific codes. As an example, each 
new code was given a name that is relevant to what it is describing. As shown with a 
code called time of use. This code describes the preferred time a user would use the 
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system. Some of the codes only had one line of data assigned to them, while others 
had lots of lines of data. Each of these codes was given its own name and a unique 
number. Lines of the transcripts that fit that code, or describe the code, were given 
their own unique code ID and grouped under that code as shown in figure 3-3 below. 
It is important to note that at this stage of the research the EDRMS data and the 
SharePoint data were being reviewed in two separate spreadsheets to see any 
similarities that were appearing across both. This process took a lot of time to review 
and evaluate until a full and preliminary group of codes had been formed.  
 
 
Figure 3-3 First round of preliminary coded data  
 
A second Excel spreadsheet was then created to display each code name and how 
many times it reoccurs in all the transcripts as well as a brief description of it. This 
second spreadsheet is displayed in Appendix F. There are two separate worksheets, 
one for the EDRMS data and another for the SharePoint data. The purpose of this 
spreadsheet was to begin to describe the codes and to confirm how many times they 
appear in the transcripts.  
 
 
3. Searching for themes  
 
It was evident that groups and themes were emerging from the research. The 
researcher printed out the second spreadsheet and colour highlighted these 
preliminary codes that were reoccurring  to group them into themes. It was noticed that 
codes about learning and training were emerging across all transcripts. Seeing 
learning and training continuously informed the researcher that it was a theme in the 
research. The researcher used different colour highlighters to work through the Excel 
spreadsheets to highlight the themes. All training related codes were highlighted blue, 
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whilst all technology related codes were highlighted yellow and so forth until all the 
codes on the printout had been highlighted a colour.  
 
Then the researcher named each of these emerging themes. So, all the codes 
highlighted red were originally called time management as they all related to poor use 
of time or having no time. These themes were copied into a mind map so the 
researcher could see how many preliminary themes had emerged from the research 
and how they related to each other to tell if there was any overlap or cross over 
between them. 
 
The hardest part was effectively naming the themes. Theme names that made sense 
to the researcher may not have made sense to other researchers or industry 
professionals, and this had to be considered when naming the themes to ensure 
rigorous and valid data analysis.   
 
Furthermore, at this stage in the research it had become clear that there was a cross 
over and similarities with the themes emerging from the EDRMS data and the 
SharePoint data. Both of these systems were to be used in collaboration and the same 
challenges user’s were facing with the EDRMS they were still facing with the records 
management document saving linkages within the SharePoint environment. It was 
noted here that the themes needed reviewing.  
 
 
4. Reviewing themes  
 
Each theme was then reviewed to find the best name for each theme and to see if any 
changes needed to take place. At this stage of the research project, it was determined 
that some of the preliminary themes were not clear and needed to be renamed and a 
new definition provided. Firstly, the theme learning was formerly called training but the 
theme covered more than just training, rather it was how they learned through training 
but also their wider information experiences in records management and when using 
the EDRMS and SharePoint. This process took a lot of time to scope and reevaluate 
the themes. 
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5. Defining and naming themes  
 
When it was clear that the final themes had been established, they were named and 
described in preparation to write the report. There were four themes for the EDRMS 
research and four themes for the SharePoint research that had emerged and were 
described to produce the final report.  
 
The four themes for the EDRMS are:  
 
 Learning 
 Technology 
 Time  
 Search  
 
Whilst the four themes for the SharePoint are:  
 
 Learning  
 Search 
 Design  
 Usability  
 
6. Producing the report  
 
The final stage was to produce the findings chapter based on the total of eight themes 
that were identified in the research. Each theme was evaluated further and discussed 
about the full data findings that had emerged from the research. In the findings chapter, 
the aim was to provide a rich and complex detail of data that fully represented all the 
themes and their subthemes and what the user’s were thinking and feeling.  
 
Therefore, the thematic analysis process allowed the researcher to thoroughly review 
all the transcripts, identify codes and then themes and use those themes to accuracy 
describe and discuss the findings identified in the data for this research project. 
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3.4.6. Maintaining Quality  
 
This section examines the reliability and validity of the research design and data quality 
for this study. The validity and reliability of only using a single case study have been 
discussed in the literature by Yin (2013) and have raised concerns and the benefit of 
using multiple cases. There has been intellectual debate around the validity and 
reliability of observation and interview and that they are often used together to reduce 
risk (Yin, 2013). This section of the thesis will explore how the reliability and validity of 
this research were ensured and managed through using usability testing and semi-
structured interview techniques. Finally, it will also examine the rigorous methods used 
to maintain data quality and reliability of results.  
 
3.4.6.1. Reliability 
 
Yin (2013, pp. 240) defines reliability as ‘the consistency and repeatability of the 
research procedures used in a case study’. The research uses consistent and 
repeatable methods of analysis through the usability testing and interview techniques. 
Furthermore, it is by grouping both the usability testing and interview together that rich 
data can emerge and the reliability of the data is stronger. The research also uses 
thematic analysis to code and review themes that are emerging from the data through 
a very rigorous process. Therefore, the research is consistent and repeatable.  
 
3.4.6.2. Validity  
 
The validity of the data was determined by its accuracy, meaningfulness and credibility 
(Leedy and Ormond, 2013). Firstly, the accuracy of the data is improved through using 
the usability testing through observation, as well as using an even cross section of 
participants at the case study organisation. Secondly, the data being generated has 
meaning not only for the case study organisation but the wider records management 
sector. Finally, its credibility is determined by its internal validity and external validity 
(Leedy and Ormond, 2013). Leedy and Ormond (2013 pp. 101) define the internal 
validity as ‘..the extent to which its design and the data it yield’s allow the researcher 
to draw accurate conclusions about cause-and-effect and the other relationships with 
the data’. This current research allows the researcher to generate data, codes and 
accurately draw conclusions about user’s experiences within the case study 
organisation. The participants are given the chance to share their experiences and 
answer interview questions with full confidentially. Furthermore, Leedy and Ormond 
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(2013 pp. 103) state external validity ‘is the extent to which its results apply to situations 
beyond the study itself – in other words, the extent to which the conclusions drawn can 
be generalised to other contexts’. This research project uses an even representative 
sample of participants and provides valuable data to the wider records management 
arena. Although it is a single case study it can be compared to other case studies 
exploring similar research questions.  
 
Following on Guba (1981) discusses that human behaviour is rarely context-free, and 
that differences are as important as the similarities in responses and data. In addition, 
methods of the natural inquiry give greater flexibility and opportunity to build upon the 
tacit knowledge, and that this is not possible with other quantitative, written techniques 
(Guba, 1981). And that the think out loud protocol allows the researcher to see these 
individual viewpoints from participants.  
 
 
3.4.6.3. Data Quality  
 
All data was collected and collated using a case study database. Both Rowley (2002) 
and Yin (2013) indicate that it is important to have a reliable set of data and maintain 
a solid chain of evidence. Therefore, maintaining a solid database to store the 
information to make it accessible for the analysis phase is paramount.  
 
The data throughout the study was rigorously reviewed and backed up in more than 
one location to ensure the data quality is fully maintained and the data is accessible. 
Furthermore, all steps taken in this research project are repeatable.  
 
3.4.6.4. Ethics Approval  
 
This research has full ethics approval (ethics number 1400000603). Ethics was sort 
during the pilot study and then a variation was obtained for the main study of 
observations and interviews. The original ethics approval was approved to observe 
user’s, which was part of the usability testing.  
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3.4.7. Conclusion  
 
This section has outlined the full research method that has been adopted for this thesis. 
Firstly, describing the interpretivist approach that was adopted when reviewing the 
data. Secondly, the case study method that has been used to explore one single case. 
Thirdly, the research design, where usability testing and interviews were used to obtain 
qualitative data to answer the research question. Fourthly, the data analysis, where 
thematic analysis was used to generate themes from codes of the data to see patterns 
emerge of user’s experience. Finally, the research quality and how quality will be 
maintained. The next section discusses the themes and the findings.  
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4. Findings  
 
4.1. Introduction 
 
This chapter explores the findings made from this research through conducting 
usability testing and interviewing participants at a case study organisation in 
Queensland, Australia. The results have identified eight key themes. These themes 
were found using the thematic analysis technique as discussed in 3.4.5. The research 
has identified four key themes of user’s experiences when using the EDRMS directly, 
and four key themes for their experiences of SharePoint when it is integrated with the 
EDRMS making a total of eight themes. The aim of this research was to explore these 
themes to respond to the research question, how do user’s experience records 
management systems? Particularly within the case study context. A discussion of each 
theme is detailed below.  
 
4.2. EDRMS Themes  
 
This research found four themes from the data analysis when interviewing and 
observing, for usability testing, the participants when they were using the EDRMS 
directly. It outlined both the inhibitors that are impacting a user’s experience and the 
points that the participants felt will assist and improve the overall experience of the 
EDRMS. Within the findings from these themes, you can see the experiences, 
emotions and frustrations emerging from the participants.   
 
The four themes that emerged are:  
 
1. Learning  
2. Technology 
3. Time 
4. Search  
 
 The research identified these four themes through coding the data from the interviews 
and usability testing (see Appendix F for the codes). These themes were present 
across both the interviews and usability testing. The themes are all related to each 
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other, in that one theme impacts another and so on, and they are of equal value in 
impacting the user’s overall lived experience. 
 
Each of these four themes has sub-themes within them, and they will be discussed 
and explored to answer the research question with a specific relevance and emphasis 
on the case study organisation. Particular attention is paid to the changes in 
technology that were occurring during the study, specifically the EDRMS being in the 
early stages of integration with SharePoint.  
 
4.2.1.  Learning   
 
  
The theme learning describes a part of user’s experience that referred to how user’s 
prefer to learn, how they absorb information about using a new or an unfamiliar system, 
the EDRMS, and how this impacts their overall lived experiences. Learning was 
exhibited in the research through how the participant’s experiences were impacted by 
the training they had received and their expressions that receiving more training in 
their preferred learning style will continue to help them and teach them skills they could 
use in the future. Within the case study organisation, they had been using the EDRMS 
since 2007, with training on offer but through observations, it was apparent that user’s 
were still struggling with the system. So, through these findings it was possible to 
ascertain why they were still struggling and how they prefer to learn.  
 
The learning theme identified four sub-themes. The sub-themes of learning are: the 
need for learning, preferred learning styles, train the trainer and asking for help. The 
need for learning explores how user’s within the case study organisation require 
training to use the EDRMS effectively. The preferred learning styles explore the 
different ways the participants prefer to learn about the EDRMS for maximum effect. 
Train the trainer explores how the participants indicated it would be beneficial for 
records staff to train administration staff or additional staff who would then be in a 
position to teach others. Finally, asking for help signals that participants thought 
employees at the case study organisation should ask for help with using the EDRMS 
when needed. These subthemes are explored in more detail in this section.  
 
 
 
 
61 
Sub-theme 1: Need for Learning 
 
The need for learning explores how the user’s at the case study see the need for 
training in the EDRMS.  Firstly, six out of the seven participants had received training 
in how to use the EDRMS, which they found useful. The training participants had 
received, ranged from a one-hour introduction, where they had received one on one 
personal assistance from records and information professionals, or that they had 
attended more formal group training. The participant that had not received any training 
found it difficult to use the EDRMS and suggested training would help increase 
knowledge. The participants indicating that the training, in its various forms, was useful 
but if they were not using the system regularly they still found it challenging, which 
impacted on their thoughts and how they were feeling when using the EDRMS. One 
participant stating:  
 
‘Yes [the training was useful] it was just because I haven’t been in there [the 
EDRMS] regularly that you know I haven’t picked up on how to use the system’ 
(EDRMS 2) 
 
So, although they had received training it was not enough to feel comfortable or familiar 
with the system, and if they were not then using it regularly, they would struggle to 
remember how to complete particular tasks within the system. Their reliance on 
memory was also clear in the usability testing where participants were relying on what 
they had been shown in the past to complete the tasks, as an example:  
 
‘Now do I search for how many excel spreadsheets? I am doing this from 
memory; that’s right. Um, search via document type, no that’s not it, search via 
excel. Ah, that’s right, I haven’t done this in a while, search via the limitations 
field and then select excel format. Oh we have thousands of them’ (OE1)   
 
Relatedly, participants struggled with the advanced features of the EDRMS.  
Participants were shown these advanced features in the group training sessions but 
did not feel they were required, as an example: 
 
‘Those advanced things [in the EDRMS]... it is a lot higher level for what I really 
need’ (EDRMS 1)  
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Simplicity here was the key to the user’s experiences in this research study, where 
they only needed the level of training relevant to their particular needs and 
requirements for their role and did not require the full functionality of the EDRMS.  
 
Also, because the user’s had different types of training their levels of understanding of 
the EDRMS were different and affected their confidence, information experience and 
overall opinions when using the EDRMS. Their level of confidence was observed in 
the usability testing sessions, were participants appeared to struggle with some 
questions; they were not sure how to search for specific documents in the EDRMS. As 
an example. 
 
‘Um, how do I search for this financial information? Um (looking puzzled), I think 
I need more training in this!’ I only had the basic training’ (OE3)  
 
Participants all indicated that they could do with more training to help them with their 
overall user experience of the EDRMS. That they could use the training to increase 
their knowledge about the EDRMS. The research showed both through the usability 
testing and interview that even though they had had training there was a need for more 
learning.   
 
Sub-theme 2: Preferred Learning Styles   
 
The preferred learning styles explore how user’s within the case study organisation 
prefer to learn when using the EDRMS. The findings coming out of the research 
indicated that there is a preference for learning while doing their daily tasks and one 
on one and face-to-face training. Four of the participants indicated that they learn best 
when they are applying what they have learnt in the training to their role. The 
responses from the participants are:  
 
‘Yeah, I like people showing me how to do things but then I like getting in there 
and actually using it and practice using it and trying myself’ (EDRMS 1) 
 
‘I prefer to go off and learn; you know practice using a system. I think training 
in groups can help, but I prefer to use a system’ (EDRMS 3)  
 
The findings also indicate a preference for continuous learning, picking up skills 
through doing. But also having ongoing training and being shown different features of 
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the EDRMS over time giving one the ability to gradually absorb information as opposed 
to  absorbing large quantities of data quickly. One participant indicating:  
 
‘So, I prefer to learn with someone there and doing practical exercises, 
probably over a number of times not all at once. Maybe an intro in week one, 
some processes in week two, um and with those getting more and more 
efficient over time’ (EDRMS 4) 
 
Learning by doing is also exhibited with the findings that the user’s experience of the 
EDRMS has changed over time. As they were learning via doing, their perceptions and 
experiences became positive. Where they found the EDRMS complex at first, over 
time, they found it easier and simpler to use and interact with the more they used it.  
 
However, the findings do show that group 101 style training was also beneficial. One 
participant indicated that they still see the benefit of having group training done 
biannually. The overall findings showing the need for continued training with a 
combination of group, one on one, and learning while doing would benefit the user’s 
experiences and how they feel and their confidence when using the EDRMS.  
 
Sub-theme 3: Train the Trainer 
 
The theme of train the trainer emerged in this research, where a trainer will show other 
employees how to use the system, and those other employees will then show and 
teach others. It was raised that in the case study organisation administration staff play 
a pivotal role in using the EDRMS, registering other employee’s records into the 
EDRMS and also teaching other employees how to use the EDRMS. As an example, 
one participant stated:  
 
‘... when I go there to other people who are not using (it) I try and train them or 
show them how to do things, show them what I know is easiest and show them 
processes and procedures off there.’ (EDRMS 4)  
 
Train the trainer also followed through with administration staff who are relied on for 
their knowledge and experience in using the EDRMS. Where administration staff save 
other employee emails into the system, assist staff with locating information and 
training them in using the system, one participant stating:  
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‘I often get one of the admin ladies to find it’ (EDRMS 2)  
 
This reliance on administration staff and empowering them to train other staff and feel 
and be completely comfortable with using the EDRMS is important and giving them 
the skills to go and train other employees has an impact not only on the administration 
staff experience but also the whole case study organisation.  
 
Sub-theme 4: Asking for Help  
 
Finally, when people are struggling or finding the EDRMS challenging the data showed 
that they would benefit from asking for help. In this research, it became apparent that 
employees who require assistance sometimes struggle through or do not use the 
system because they do not seek help with their issues or when they do not know how 
to do something. This means asking for assistance with all facets of the EDRMS, 
including where to save information, as one participant indicated;  
 
‘Like if the user’s don’t know something then having them ask, you know more 
asking, asking for more information. You know from time to time I open up 
folders and the wrong information is in the wrong folders’ (EDRMS 1) 
 
Therefore, by empowering staff to feel comfortable asking records and information 
practitioners for help when they feel overwhelmed it can help and impact their overall 
experiences of the EDRMS.  
 
Therefore, the theme learning has shown that user’s could benefit from more training 
using their preferred learning styles. In addition, that having records staff training other 
employees to feel comfortable, and empower them to train others is very important. 
Finally, that employees within the case study organisation would benefit from asking 
for help more if they are frustrated, challenged and in need of assistance when using 
the EDRMS.  
 
 
4.2.2. Technology  
 
Technology describes a part of user’s experience that referred to how the continuous 
change in technology and user’s’ needs affects their experiences. Not only the 
changing technology but in the upgrades and challenges, there are technical issues 
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that frustrate user’s and impact how they experience the system. This applies to the 
EDRMS, where upgrades and technical issues had challenged and impacted the 
participant’s experiences over time. Particularly in the case study organisation who 
had gone through a Records Manager 8 upgrade towards the beginning of the study, 
and were having the EDRMS integrated with SharePoint, which affected the results.  
 
This technology theme has two sub-themes. The first is changing system role, which 
is about how the changing role of the EDRMS is affecting the user’s experience. The 
second is technology glitches with the EDRMS and beyond, which explores how user’s 
are frustrated and challenged by the technical issues. These technology issues are 
occurring within the EDRMS and within systems linked to the EDRMS. These sub-
themes are explored in detail in this section.  
 
 
Sub-theme 1: Changing System Role  
 
The sub-theme changing system role explores how the very nature of technology and 
EDRMS is changing, and the role it plays in capturing information is affecting user’s 
experiences and perceptions of records management. 
 
Firstly, the rapid rate of technology change has seen the role and function of the 
EDRMS change over time. Here, the function of the EDRMS was always a standalone 
system for saving records. Over time the perceived role of the EDRMS has changed, 
with one participant indicating it has become a defacto system, used integrated with 
other systems, such as SharePoint. Alternatively, other systems have removed the 
need to save everything into the EDRMS. As an example, one participant indicated:  
 
‘As a part of my observation, I am part of that crowd too and the question is 
what information do I keep and what do I pass on and the email system has 
got in such a way that it has got formally structured and the requirement of 
having to check in has been dramatically reduced and the emails that I 
previously would have had to put in the EDRMS I don’t tend to have to do that 
now because it is an email system and it is easily retrievable. So, effectively it 
(the EDRMS) has become a defacto system’ (EDRMS 5)  
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Therefore there are technology changes that are having an effect on user’s 
experiences that is evident from this research where they feel they are not required to 
save everything into the system. 
 
Sub-theme 2: Technology Issues with the EDRMS and Beyond   
 
Technology glitches explore the issues occurring within the EDRMS and outside of it 
that are having an emotional effect on user’s experiences. As the EDRMS is upgraded 
or additional systems are added to the mix to be integrated to the EDRMS they affect 
the user’s experiences. Here, the technology issues include issues with linked 
documents between the EDRMS, and SharePoint, document sizing restrictions, the 
speed of the EDRMS, and general system technical issues. These technical problems 
also occurred during the usability testing sessions, where the EDRMS stopped working 
for a time frustrating the participant and giving them a feeling of a lack of confidence 
in the technology.  
 
The technical issue of user’s struggling to send links from the EDRMS to either the 
SharePoint environment or to employees via email is one of the issues that frustrate 
the user’s and impacts on how they feel when using the system, as an example one 
participant states:  
 
'Um another thing that occurred to me is people will send me a link via email 
and I can’t even open it within EDRMS. I get two error screens that open up on 
my screen it is so frustrating!’ (EDRMS 4)  
 
Another point is that the participants indicated the EDRMS does not work very 
effectively when the size of documents are too large, slowing down the system and 
impacting their experiences. Documents of a large file format take too long to 
download. One participant indicates:  
 
‘Well from a document perspective it is just difficult if not impossible to save 
anything of large format into the EDRMS because it doesn’t accept them or 
they slow the system so much when you want to access them in the future. It 
is all these little things that impact the EDRMS’ (EDRMS 1)  
 
Following on from this issue is that the EDRMS is slow to use. Having a slow EDRMS 
impacts the feelings and opinions of the system user’s. The efficiency and 
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effectiveness of the EDRMS, when impacted by how quick it is to operate can frustrate 
user’s as two participants indicate:  
 
‘I just want something that is fast and efficient and does the basics. And that is 
what causes us a lot of grief because it is so slow and the internet can be so 
slow at times and you sit there whilst your computer is thinking and thinking 
because the internet speed is just so slow’ (EDRMS 1)  
 
When asked their overall opinions of the EDRMS, on participant indicated:  
 
‘Um I do find it slow’ (EDRMS 3)  
 
Relatedly, the general technology issues that are outside of the EDRMS also impact 
on a user’s ability to use the EDRMS effectively. As one example, user’s here found 
that the speed of the internet, and when the information technology is being upgraded, 
impacts the EDRMS and impacts the user’s. As an example:  
 
'...the product (EDRMS) as a add in with outlook can drop in and out quite 
regularly which is a pain’ (EDRMS 4) 
 
Therefore, the findings from this research indicate that changes and issues with 
technology, both the EDRMS itself, but also technology that links to it, , impacts a 
user’s experience and turn their experience to either a  positive and negative one  
depending on how well the technology is functioning and how easy it is to operate.  
 
 
4.2.3. Time  
 
The theme time describes a part of user’s experience that referred to how user’s have 
limited time in their busy work schedules and are impacted by the extra amount of time 
it takes to use the EDRMS for registering and retrieving information. In this study, 
participants from the case study organisation indicated that the time it takes for them 
to save documents and search for information is too much, that they are time poor 
when it comes to using the EDRMS. Therefore, this theme of time management 
emerged that depicts how user’s have limited time to use the EDRMS, and saving 
information into the system is not always seen as a priority for user’s. This theme is 
one main theme with no sub-themes and will be discussed in this section.  
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The time theme starts with the time and frequency that participants indicated they use 
the EDRMS. Five of the participants use the EDRMS daily, one uses the EDRMS 
weekly, and one uses it when required. Their preference for usage of the EDRMS is 
strongly correlated to their role.  In regards to exact time of use preferences, four of 
the participants indicated they have no set time for using the EDRMS but rather use it 
daily when they need to register or find information. Therefore, the majority of 
participants use the EDRMS daily with no preference for time to use it.  
 
Five of the participants indicated that using the EDRMS is timely and user’s do not 
have the time. User’s have a priority to do their jobs and unfortunately saving 
information becomes secondary.  
 
When asked why user’s struggle with the EDRMS one participant indicated: 
 
‘I think it is just a time consuming thing monotonous I know a few people just 
don’t like it’ (EDRMS 1)  
 
When asked about being time poor, in relation to saving emails, the user’s indicated 
that they receive a large quantity of information via email and similarly do not have the 
time to sort through the large volume. You can see the frustration the user’s face with 
this large volume of emails. As an example:  
 
‘Now, I have 600 emails from the last 4 weeks I haven’t got through if I need to 
add a step pick it up copy it and put it in (the EDRMS) it just means that more 
stuff is not going to get done. It may be neglect but if there was a quicker way 
of doing it’ (EDRMS 2)  
 
‘Well you look at what some people have to capture and I think, today, they are 
just exhausted. And if they are going to save 5 or 10 minutes they are going to 
save it to their desktop or just leave it in their inbox and say they will store it 
later but that later never arrives. So, I think sometimes the information identified 
to be kept is just too much’ (EDRMS 5) 
 
Therefore, in today’s marketplace the quantity of information and business records 
required to be kept is large, only to increase over time and the user’s indicate that they 
are almost overwhelmed by it. When they have a lot of work to do, which is a priority, 
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their time saving records becomes secondary. If they have to do their job and then 
they have to also save the records that takes them added time, they lose faith in the 
system, the EDRMS. It becomes a chore for them to use, they begin to feel exhausted 
and overwhelmed by it, as opposed to a useful system for their benefit. 
 
4.2.4. Search   
 
The theme Search describes a part of a user’s experience that referred to how user’s 
experience seeking out information in the EDRMS. Also, what options they have for 
locating information, including basic searching and titling, exploring the Business 
Classification Scheme (BCS), and security and how these play a role in shaping the 
user’s overall lived experiences of the EDRMS. Searching for and retrieving relevant 
information was one of the primary uses of the EDRMS and participants in general 
indicated they struggled with some aspects of locating their desired information, which 
impacts their user experience.  
 
Therefore, three sub-themes have emerged from the theme search. Firstly, the theme 
called difficulty searching that explores the challenges participants were having with 
searching in general. This sub-theme included difficulties with searching because of 
titling and the complexities with searching that are available within the EDRMS. 
Secondly, the theme Business Classification Scheme (BCS) which explores the user’s 
experiences with the BCS specifically. This includes what the participants found 
challenging when using the classification and discussions around their thoughts and 
feelings associated with the classification. Finally, the theme security. This theme 
explores the user’s feelings associated with the security with the EDRMS and what 
challenges it was causing the participants when they were using the system. These 
three themes will be explored in this section in more detail.  
 
Sub-theme 1: Difficulty Searching  
 
This theme explores the general difficulties and feelings that participants were 
discussing and showing during the research when searching for information within the 
EDRMS. Firstly, in terms of searching, the study found that user’s had a preference 
for simple searching, and that, when they need to find information they want it to be 
readily available and easy to find. One participant indicating their preference for 
searching like Google. 
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‘I think it is ok for searching, but it is still challenging to find information when 
employees have not titled things correctly. I still think that there should be more 
in text searching and searching by function and more like Google’ (EDRMS 3).  
 
This also follows on that user’s found it difficult to locate information because of the 
titling of the documents. If the documents were not titled effectively, with relevant 
keywords, the users found it difficult to locate the information.  Within the case study 
organisation titling had been an ongoing issue that was known to the researcher. This 
leading to a poor user and information searching experience and a struggle to locate 
what they are requiring. One participant found that they struggle to find information:  
 
‘…I have difficulty searching the right logic…. I understand there is search by 
keyword etc. I struggle to get the searching to find the document I am looking 
for um I am quite comfortable to take the reference number, like if I have a soft 
copy I can take that to locate the electronic copy. Um I am okay with that but it 
is more than just being able to find it.’ (EDRMS 2)  
 
Leading on from this, one participant found it would be beneficial to have a thesaurus 
to ensure consistency with the titling to help improve the searching and make it clear 
to user’s about what to title their documents because terms and words change over 
time. One participant discussing the benefit of a thesaurus stated the following:  
 
‘So what I find challenging about the EDRMS is that sheer volume [of 
information] but I also think over time…words have changed’  
‘So the most important thing I have observed is to maintain a small list of 
keywords but also maintaining that list to show what words are replaced by’ 
‘Yes it would be good to have a mature thesaurus’ (EDRMS 5)  
  
These findings were also observed during the usability sessions, where participants 
struggled to locate information. With their experiences being observed in their facial 
expressions and sheer frustration as they tried to locate information and found that 
they did not either remember or fully understand the search options available to them 
within the EDRMS. As an example when one participant was trying to do a search for 
all excel spreadsheets:  
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‘Um, I go to search and type in excel, um that didn’t work, um I think I need 
more training in this, how do you search for excel documents?’ (OE7). 
 
This provides information about the complexity of the search options available within 
the EDRMS and when user’s do not use these advanced search options sometimes 
they struggle to find what they are looking for. Where they rely on others, whether 
administration staff or records and information staff, to help locate the information for 
them because they do not understand how to search fully, as exhibited through both 
the interviews and usability tests. It was visible that they also become disheartened 
and have a low emotional connection to the system because they have to a degree 
given up on it or asked others to assist.  
 
Therefore, this sub theme has shown the challenges and full user experience issues 
the participants were both displaying during the usability and discussing during the 
interviews when searching. This information has provided the researcher with further 
guidance about the user’s thoughts and feelings and what complexities they are 
experiencing.  
 
Sub-theme 2: Business Classification Scheme  
 
Sub theme two explores the user’s’ experiences with the classification scheme in use 
in the EDRMS at the case study organisation. The EDRMS contains a Business 
Classification Scheme (BCS) that is used for grouping folders and documents. There 
is the option to search via this classification. In this research there were mixed feelings 
about the BCS, one participant did not know what it was, two participants found it 
challenging to use, and two found it easy to use, one found it was not customised 
enough and one had no comment.  
 
One participant did not know what the BCS was indicated:   
 
‘I don’t know what it is (the BCS), which means I am not using it’ (EDRMS 2)   
 
Two participants found the BCS challenging. One found it challenging because it is 
regulated, as an example:  
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‘I just found it initially, you know we got the BCS, the classification um you know 
it was quite regulated and I understand it has to be but you know initially when 
you are learning something it is challenging’ (EDRMS 3)  
 
Another participant found it challenging because of the potential confusion over where 
to store their records in the BCS, stating:  
 
‘…it is a challenge of identifying where to actually put things (in the BCS). And 
they are not necessarily set in concrete but there are rules. Because you can’t 
put a printer next to a bulldozer and so it makes it harder to determine who has 
the oversight of particular file.  I mean if you go through our filing system or 
EDRMS at the moment and you will find such IT projects and Buildings under 
equipment. This to me just doesn’t make any sense.  That is where the 
classification scheme becomes easier with SharePoint. I think this is why things 
are challenging with the EDRMS is just where to assign it to.’ (EDRMS 5)  
 
Two of the participants found the BCS easy to use and understood it. As an example: 
 
‘I find the classification structure easy, I understand it …’ (EDRMS 1)  
 
One participant found that the BCS is not customised for their area and needs, 
indicating:  
 
‘Oh, look it made sense to me I was happy with it, I was a bit disappointed in 
the folder system and how it was set up and I was unable to be changed by the 
area owner to, or how would you say the specialist area. In my area there are 
certain ways things [are] set out and documentation together and systems 
together so audits can see the system’ (EDRMS 4) 
 
Therefore, the participant was happy with the BCS but found that it could be further 
improved or customised for specific areas to meet their information needs and 
requirements. Therefore, the findings coming out of this sub-theme are mixed and 
depend on the individual participant. 
 
 
 
 
73 
Sub-theme 3: Security  
 
The theme security explores what challenges participants were facing with the security 
used within the BCS. When documents and files are saved into the EDRMS there is 
the option to apply security to these files and documents, in particular for confidential 
information. When documents are not found in a search, it is often attributed to the 
security applied that prevents the documents from coming up in a search whether this 
is the case or not. Therefore, the data in this research shows that security frustrates 
the user’s experiences when searching for information and makes them feel distrusted.  
 
One participant indicating:  
 
‘What I do find challenging I think that this is something is security. I believe I should 
have access to everything but I don’t, because I am locked out of it. It is almost a 
distrust thing…’ (EDRMS 3)  
 
Leading on from this distrust, is the need to have more clear guidelines of what security 
to apply to files. Two participants found that having clearer guidelines will reduce the 
issues of having too much security on the files, and therefore increase the positive 
information searching experience in the EDRMS. One participant stating:  
 
‘I think if we had decent guidelines you know for security it would be much better to 
allow certain people access you know it would be just easier for everyone’ (EDRMS 3)  
 
Another stating:  
 
‘I think we need clear rules for who has access to what, and to have it all open unless 
there is a reason to have it locked down’ (EDRMS 7)  
 
 
 
The theme of security has shown in this research that having too much security makes 
the participants feel distrusted and impacts their experience. Having guidelines is 
essential to ensuring the correct level of security is applied to files.  
 
In conclusion, the theme of search affects the user’s overall lived experiences. 
Searching, whether easy for them or challenging, affects how a user feels, their 
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emotion and the trust they have for the EDRMS, and also how it impacts their role. It 
impacts their role, if they are not able to access the information they require, then they 
can be delayed in completing tasks that need that information.  
 
 
4.2.5. Relationships  
 
This research has identified the four key themes of learning, technology, time and 
search and they all relate and have an impact on one another. The four themes have 
equal weighting for their impact on a user’s lived experience and they are all 
intrinsically linked. Learning impacts a uses search experience through how confident 
they are at searching, it impacts the time taken to learn, and is impacted by technology 
and technology issues. Technology impacts the time it takes to register documents, 
the user’s learning experiences and how they can search. The time theme is impacted 
by technology, searching for information, and learning through receiving training. 
Finally, search impacts the time taken to use the system and is impacted by the 
technology and the learning through the training a user has had in the EDRMS. These 
relationships are further shown in the diagram and then explained in the preceding 
table.   
 
  
Figure 4-1 The EDRMS themes relationships
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Theme Description User’s Experiences Relationships to other themes  
Learning  Learning describes a part of  user’s 
experience that referred to how user’s 
prefer to learn, how they absorb information 
about using a new or an unfamiliar system, 
the EDRMS, and how this impacts their 
overall lived experiences 
User’s experience feelings:  
With reduced learning:  
 Frustration 
 Confusion 
 Unsure 
 Reduced awareness  
 
With completeness of learning:  
 Accepting 
 Understanding  
 Sure 
 Awareness 
 
Learning enables user’s.  
Theme is affected by:  
 Technology 
 
Theme affects:  
 Time 
 Search  
Technology Technology describes a part of user’s 
experience that referred to how the 
continuous change in technology and 
user’s’ needs affects their experiences 
User’s experience feelings:  
 
With efficient technology:  
 Acceptance 
 Contentment 
With reduced efficiency: 
 Frustration 
 Anger  
 
Efficient technology enables user’s.  
Theme affects: 
 Learning 
 Time 
 Search  
 
When user’s are struggling with 
technology issues other themes are 
also affected.  
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Time The theme time describes a part of user’s 
experience that referred to how user’s have 
limited time in their busy work schedules 
and are impacted by the extra amount of 
time it takes to use the EDRMS for 
registering and retrieving information 
User’s experience feelings:  
 
With increased time: 
 Happiness 
 Productive  
 
With reduced time: 
 Frustrated 
 Stressed  
 
Enough time enables user’s. 
Theme is affected by:  
 Learning 
 Technology 
 Search  
 
 
All activities take time to complete, 
the less time a user has the less 
time they have to complete these 
themes.   
Search  The theme search describes a part of 
user’s experience that referred to how uses 
experience seeking out information in the 
EDRMS, what options they have for 
locating information, including basic 
searching and titling, exploring the 
Business Classification Scheme (BCS), 
and security and how these play a role in 
shaping the user’s overall lived 
experiences of the EDRMS 
User’s experience feelings: 
With efficient search: 
 Accepting  
 At peace 
 Trusted 
 Empowered  
 
With inefficient Search: 
 Frustration 
 Anger 
 Need to give up search  
 Untrusted  
 
With efficient search user’s feel empowered 
Theme is affected by:  
 Learning  
 Technology 
 
 
Theme affects: 
 Time 
Table 4-1 The EDRMS themes and their relationships to one another
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4.2.6. Summary  
 
In summary, there are four key themes that have emerged Learning, Technology, Time 
and Search. They impact on how a user feels, thinks and their impressions of the 
EDRMS. These four themes have shown that the seven user’s have identified the 
same themes that are impacting their experience that can be further investigated to 
make improvements for the case study organisation. These are also related strongly 
to the four key themes that were identified in the SharePoint findings.  
 
4.3. SharePoint Themes  
 
This research found that four main themes are emerging about user’s experiences of 
SharePoint when used for recordkeeping and integrated with the EDRMS. These 
themes share commonalities with the themes emerging from user’s experiences of the 
EDRMS. These themes were identified through initially identifying codes from the 
interviews and usability tests and then grouping those codes into themes; the original 
codes are accessible in Appendix F.  
 
Specifically in relation the case study organisation, the EDRMS was only just at the 
early stages of being integrated with SharePoint. User’s had the option to start saving 
and searching for records within the SharePoint environment. There had been links 
connected between the EDRMS and SharePoint, where user’s could click on a link in 
SharePoint and it would open in the EDRMS, but was not fully integrated where user’s 
could save documents directly into the SharePoint environment and have those 
documents managed by the EDRMS. Because the interviews and usability tests 
occurred at the very early stages of this integration it will have an impact on the 
emerging themes.  
 
The emerging them that were identified are: 
 
1. Learning 
2. Search 
3. Design  
4. Usability  
 
 
78 
Each of these themes has sub-themes within them and they will be discussed and 
explored in this chapter. This will be followed by a discussion of the relationships 
between each of the themes.  
 
4.3.1. Learning  
 
The theme learning describes a part of user’s experience that referred to how user’s 
prefer to learn, how they absorb information about using a new or an unfamiliar system, 
the SharePoint sites for saving records, and how this impacts their overall lived 
experiences. The study identified that because the full EDRMS integration with 
SharePoint was relatively new at the case study organisation, participants were at a 
stage that they did not fully understand the full functionality of using SharePoint for 
recordkeeping and its integration with the EDRMS. Only one participant had had 
training, and the others were at a point that they were not using the full functionality 
available.  
 
Within this theme, two sub-themes emerged. The first sub-theme was a need for 
learning, which explores how the participants indicated a need for learning in the use 
of the SharePoint environment when used for saving records. The second theme was 
a preference for learning, which explores how the participants prefer to learn. These 
themes overlap with the sub-themes identified in the EDRMS section. Each of these 
two sub-themes will be explored in this section in more detail. 
 
Sub-theme 1:  Need for Learning  
 
This sub-theme explores the user’s need for continuous learning in how to use 
SharePoint for recordkeeping within the case study organisation. Firstly, the data 
indicates a perceived benefit in receiving more training in the use of SharePoint. Where 
user’s would benefit and gain a more positive and simplistic user experience once they 
had received further training and would find SharePoint easier.  
 
As two examples:  
 
‘Um, well like with learning any new system there are challenges and 
SharePoint is no different. I think that once I have had more training I will find 
it a lot easier to use’ (SP 4)  
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‘I would be happy to have more training, but for me it is more than just the 
document side…’ (SP 2)  
 
Therefore, there is a need for more training. However the need goes beyond just 
having training in the use of SharePoint for saving records. It was exhibited that training 
or more information about the whole platform of SharePoint would be of benefit to the 
participants.  
 
Sub-theme 2: Preference for learning  
 
This sub-theme explores the preferred learning styles of the participants. The 
preference for the type of training outlined that user’s would benefit from is having face-
to-face and one on one training with a dedicated and passionate trainer. A dedicated 
teacher who could customise their training and make it very relevant to their tasks and 
system requirements.  
 
One participant indicated that they would benefit from having a passionate trainer to 
make the training beneficial and useful. This, in turn, would increase their positive 
experience and understanding of SharePoint, indicating:  
 
‘I think training has to be not a boring presenter, but someone who is 
passionate about it and knows it intimately and can teach… the stuff that 
actually gets the job done’ (SP1)  
 
The learning preference with the participants is for face-to-face training. Where the 
participants indicated:  
 
‘Um I find online courses they are great but I always avoid them….. It is a 
cheaper option, online training, but it is also the option that leads you down the 
track of people not doing it or actually not getting that much out of it’ (SP1)  
 
‘(I prefer) Practical exercises with someone teaching me. I get more out of it 
where there is that practical element and I am used to using systems from my 
background’ (SP4)  
 
‘I think as an organisation most staff prefer face-to-face training it is just the 
culture and because they are anti change a lot of them’ (SP5)  
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The theme of training the trainer was also mentioned and suggested as a benefit by 
one participant who indicated:  
 
‘Even if we can train two or three representatives within the company. Train 
them on the package and then get them to structure the training then we are 
on the way to being more efficient’ (SP1) 
 
Therefore, training is seen as necessary for user’s to, as a start, understand the 
system. Not understanding the system impacts on their overall user’s experience, 
potentially leading to frustration because of a lack of understanding.  
 
When examining how the user’s were feeling, when they did not know how to do a task 
in the usability sessions, they felt frustrated and their expressions were of frustration, 
because they did not appear confident in using SharePoint. This was also because it 
was a new system within the case study organisation and the participants were getting 
the records side confused with SharePoint as a whole system. When questions were 
asked they were thinking more in regards to SharePoint in its entirety, including the 
Intranet this affected the results. This was due to the fact the integration between the 
EDRMS and SharePoint was in its infancy.  
 
4.3.2. Search 
 
The theme search describes a part of user’s experience that referred to how a user 
searches and the challenges they face when searching within the SharePoint records 
area. These experiences come through, being overwhelmed by the amount of 
information available, understanding and using the structure, the features, and security 
access within SharePoint. This theme is a grouping of all the searching challenges that 
user’s face, from having information everywhere, to being restricted by security and 
not being able to find the records they are after. These challenges, include information 
chaos, having so much information and user’s feeling stuck as to know where to even 
start a search, not understanding the filing structure and therefore finding it challenging 
to search. This is coupled with user’s searching and then not having access or having 
document issues and not being able to edit the documents. Therefore, these factors 
make up the diverse sub-themes associated with searching impacts. With SharePoint 
when used for recordkeeping, again user’s are thinking of more than just its 
recordkeeping functionality during the usability tests and interviews.  
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Within the search theme four sub-themes have been identified. The first is called 
information chaos, which explores the sheer volume of information being created and 
the frustrations this has on the user’s experiences. The second is called records 
structure, which explores the issues and challenges user’s were facing with the records 
structures and the way records were being classified. The third is called document 
issues that covers facets of the SharePoint environment that were impacting on user’s 
search and wider user experiences. The fourth is Security, which explores the 
challenges user’s were facing with the security within the SharePoint records 
management environment. These four sub-themes will be discussed in this section in 
more detail.  
 
Sub-theme 1: Information Chaos  
 
This sub-theme explores the sheer volume of information created and challenges this 
was causing the participants. Firstly, this research indicates that user’s feel 
overwhelmed with the sheer amount of information available to them and how chaotic 
and out of date the information can quickly become. Participants indicated:  
 
‘Yes, in the past we captured everything not now knowledge is more important 
and data is just taking over everything. I think we should only be keeping those 
records that are imperative to our business not everything single darn thing that 
each staff member decides to create’ (SP1)  
 
‘It is becoming information chaos, just the sheer amount of information 
available. I struggle to find stuff because there is just too much’ (SP7)  
 
This notion of information chaos was a common theme emerging in the research. 
During the usability sessions, information was not always easy to locate due to a large 
amount of results being retrieved in searches. This was often frustrating, as the 
document they were trying to locate often was not the first result in the search, whereby 
user’s were often forced to shift through two pages before retrieving their results.  
 
This also leads to the fact that user’s were not sure what they should actually be saving 
into the records management area in the first instance, as an example during the 
usability sessions participant’s were not sure, looked unsure, of where to save their 
documents into folders, which can add to the information chaos.  
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Therefore, Information Chaos and having too much information caused the 
participant’s issues and affected their user experience. The sheer volume of 
information is set to increase and this is an area that warrants further investigation.  
 
Sub-theme 2: Records Structure 
 
The theme records structure explores the challenges user’s were facing with the way 
the records were structured and stored within the SharePoint recordkeeping area. The 
structure of the SharePoint recordkeeping area was seen by participants as something 
they are not familiar with, being used to the EDRMS on its own. Furthermore, having 
a system they were not familiar with yet and were not fully using made in more 
challenging. Therefore when comparing it to the EDRMS structure, 
they found the SharePoint area more challenging. As the SharePoint recordkeeping 
area is relatively new this could account for these results, where staff at the case study 
organisation are not fully familiar with the working area yet.  
 
The participants found that when searching for information they went to the relevant 
file structure but were not able to easily find what they were looking for and in the end 
had found a dislike for searching. As an example on participant indicated: 
 
‘I thought it was a good system but the design and way it was structured 
confused me a little. I think I had just got used to the EDRMS and now I was 
forced, or put it better, encouraged to use SharePoint and found that 
challenging..’  
 
At the time of this study, the full structure was not up and running, which could have 
impacted on these results. In that participants were not fully understanding and 
immersed in the use of the structure or had a lot of experience in using it. They were 
going through change and becoming familiar with a new way of doing things. 
 
Sub-theme 3: Document Issues 
 
This theme explores the challenges user’s were having with some of the functionality 
and document specific options within SharePoint that impacted on their search 
experiences. The features of SharePoint were also still new to participants and as a 
result, the user’s found some of the features, specific to recordkeeping, challenging 
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and this impacted their overall experience. Specifically, user’s who used SharePoint in 
the past had found the current arrangement and available features to be restrictive and 
features that they would have liked to use, that they used in the past, where not 
available. As one participant indicated:  
 
‘Well it is too restrictive and we have too much functionality that is turned off 
and you can’t use it. I had functionality that I was given in error at the start and 
they realised I had it they turned it off’ (SP2)  
 
Other points raised specifically in the interviews were the versioning controls of 
documents in the records area and also page limitations. Where it was indicated that 
SharePoint could use improved document versioning controls to reduce the redundant 
data. In addition that having a restrictive amount of records displayed on each page to 
fifty, was not user-friendly for one participant.  
 
Therefore, having these limitations and challenges affected the search experience for 
participants. It did this through impacting how many documents were displayed during 
a search and the limitations that were potentially stopping search results.  
 
Sub-theme 4: Security  
 
The theme security explores the challenges participants were having with accessing 
documents within the SharePoint environment.. To explain further,participants found 
that they do not have access to certain folders and they found this frustrating and had 
feelings of being defeated indicating: 
 
‘I am defeated when I have to go and find documents. Sometimes I have to go 
through 5 iterations of emails to get access to my documents. It is in 
SharePoint, it is in a folder, and I often don’t have access to the folder’ (SP1)  
 
Another indication of issues and frustrations with security is when user’s try and share 
information with other employees and find that the other employee cannot access the 
shared document. One participant indicating:  
 
‘…I have on occasion struggled with sharing documents. Like when I have tried 
to share a document the person on the other end said they couldn’t access it, 
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which brings me back to security. I think I definitely need training in security’ 
(SP3)  
 
Therefore, they are unable to gain access to documents they need to and this was 
also observed in the usability testing sessions where participants would go to find a 
document and not have access, or find that the document was in a different file path. 
This was frustrating and impacted negatively on the user’s experiences. They were 
then reluctant to try and keep going with the task.  
 
Secondly, and in contrast to this finding, it was also expressed that the security was 
too open, giving all staff access to documents. As an example, one participant 
indicated: 
 
‘Yes, just to give you another example say I was working on a confidential 
document but I haven’t saved it in the EDRMS but it is my workspace and then 
another employee has access they can see it. They can see confidential 
information’ (SP1)  
 
Therefore, in conclusion, there are many mixed user experiences emerging out of this 
research that would benefit from further investigation and collaboration with other 
research findings.  
 
 
 
4.3.3. Design 
 
The theme design describes a part of user’s experience that referred to how the 
participants experience the overarching design of the SharePoint recordkeeping area. 
The design theme is about navigation and interface and how easy user’s found 
searching for information using this design and interface. As an example, if the buttons 
or design made records easy to locate, or if they could easily go back to a previous 
site or records page. These all impacted on their lived experiences throughout this 
research. This theme was left as one main theme with no sub-themes and will be 
explored in further detail in the section.  
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As with the other themes, the findings were mixed, and user’s found the design and 
layout both appealing and also difficult at the same time. One participant found the 
layout good indicating:  
 
‘Well the layout is ok. I don’t mind the filing structure’ (SP4)  
 
In comparison to this other participants found the layout fluffy, not maintained and 
having a poor layout design. Within the case study, it was felt by the researcher that 
they were judging not just the records area but the whole of SharePoint, particularly 
the intranet that was being redesigned at the time. Here the participants were 
indicating that they found the layout challenging to navigate and locate information.  
 
Examples include:  
 
‘I think sometimes it (the layout) is a little everywhere. I have not been able to 
find things easily. The tabbing from page to page is a little annoying’ (SP1)  
 
‘I find it (the layout) a little difficult to navigate at the moment. I find I am not 
sure where to go to find what information’ (SP7) 
 
In addition to this, user’s also indicated that they see benefits for more customisations 
of the interface to make it more user friendly for their needs with the participants 
indicating:  
 
‘… (I) would certainly benefit from more training and some more (layout) 
customisations. Yes I do like the structure but I think it could be improved a 
little’ (SP3)  
 
‘I think it needs tidying up and us staff need more training.’ (SP4)  
 
The need to improve the layout and customisation is strongly correlated, as shown in 
the user responses, with the required need for further training. Each records area has 
a champion or administrator who is the main point of contact for creating files and 
updating records. At the time of this research user’s where still becoming familiar with 
the layout and its full functionality. These same results were also present in the 
usability tests where user’s appeared, through the researcher watching them, to 
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struggle with knowing exactly where to find information and how to fully navigate 
through the site.  
 
Therefore, in conclusion, the user’s found the layout and design both ok but also a little 
challenging and indicated this would be improved with further assistance and training 
in how to customise the interface.  
 
4.3.4. Usability  
 
The theme usability describes a part of user’s experience that is about how useable 
the SharePoint records environment is for user’s and some of the benefits that make 
it user-friendly. The benefits include that there is full management support for 
SharePoint, user’s are not aware they are doing recordkeeping, there is same time 
editing of documents, it is relatively easy to use and has enhanced capabilities. This 
theme has been left as one main theme and covers an array of usability facets. This 
theme will be explored in more detail in this section.  
 
Firstly, the adoption and use of SharePoint has full manager support at the case study 
organisation. SharePoint is preferred by managers for saving documents and they are 
are strong advocates for its use. Therefore, when managers are using a system, it can 
help other employees adopt and use the system also. Here the participants indicating:  
 
‘Um well since I have started working on this project where we um a lot of 
people were working on the same document at the same time, and we looked 
at do we do it all in the EDRMS or do we do it all in SharePoint and the 
recommendation from the manager was SharePoint’ (SP1)   
 
‘The senior leaders prefer it (SharePoint) to EDRMS. I don’t mind it’ (SP3)  
 
Also at this time, it was becoming clear that user’s were distinguishing the EDRMS and 
SharePoint as two distinct systems, not as an integrated and seamless solution. That 
they were thinking of the EDRMS to be used for recordkeeping in the traditional sense, 
for physical records and archived documents, like a vault and the SharePoint 
environment to be used for collaboration and where it was only showing the latest 
documents.  
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Secondly, and in continuation of the first point user’s who are using SharePoint, do not 
realise they are recordkeeping. Here, this means that user’s are not focused on 
retention schedules, and classification schemes but rather saving their documents as 
they would in their own network drive, as a place for their recent documents. This is 
seen to improve the SharePoint usability. One participant indicated:  
 
‘User’s do not realise they are doing recordkeeping, it is intuitive for them. I find 
this easier’ (SP6)  
 
Thirdly, there is the ability to use same time editing. This is where multiple user’s can 
edit the document simultaneously and make changes to it. This was seen as positive 
and beneficial for improved user experience in this research. One participant stating:  
 
‘And then word documents where two people or three people can edit at the 
same time and update at the same time because there were a number of 
people editing it at the same time and there were a number of people in the 
group. So, it was quite handy to do that and if everyone got their own section 
they could do it. So, that has been good’ (SP1) 
 
Having this same time editing feature benefited their overall experience and made 
doing the editing of a document easier for them. 
 
Finally, the SharePoint recordkeeping environment was found easy to use and had 
enhanced features that aided the user’s experience. Here, two participants found 
SharePoint easy to use, which increased their positive experiences with the system. 
As an example one participant indicated:  
 
‘Um yes once I used it a couple of times I was ok with it. I still have a lot of 
questions that I would like answered. But for the most part I like it and find it 
easy. I like how I can have all my stats displayed for others to see without doing 
a traditional search’ (SP4)  
 
Here, this leads directly to the enhanced features of SharePoint that the EDRMS does 
not have. As SharePoint is a web-based platform, there are additional features that 
can be displayed alongside the recordkeeping folders, such as stats, forms, and 
calendars to name a few. These enhanced features add to the overall user’s 
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experiences and depending on the user’s’ needs can be positive or negative, in this 
case positive.  
 
Therefore, finally, user’s found that there are some very good features unique to 
SharePoint that add to its usability. Furthermore, these features add to its value as a 
system and enhance the user’s overall lived experience. Further research into this is 
needed.  
 
4.3.5. Relationships  
 
The four themes identified for SharePoint are Learning, Search, Design and Usability. 
They are all of equal weighting and linked and related to one another as shown in the 
diagram below and the proceeding table. The Learning impacts a user’s ability to 
search, without informed learning user’s struggle to locate information. Usability is 
impacted by the design of the SharePoint recordkeeping environment, which also 
impacts search. Therefore they are all related and connected, one impacting the other.  
 
  
Figure 4-2 The SharePoint Theme relationships
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Theme Description User’s Experiences Relationships to other themes  
1. Learning  The theme learning describes a part of user’s 
experience that referred to how user’s prefer to 
learn, how they absorb information about using 
a new or an unfamiliar system, the SharePoint 
sites for saving records, and how this impacts 
their overall lived experiences 
User’s experience feelings:  
 
With reduced learning:  
 Frustration 
 Confusion 
 Unsure of system and design 
 Reduced awareness 
 
With completeness of learning:  
 Accepting 
 Understanding  
 Sure 
 Awareness 
 
Learning enables user’s.  
Theme affects:  
 Search 
 Design 
 Usability  
2. Search  The theme search describes a part of user’s 
experience that referred to how a user searches 
and the challenges they face when searching 
within the SharePoint records area 
User’s experience feelings: 
 
With efficient search: 
 Accepting  
 At peace 
 Trusted 
 Empowered  
 
With inefficient Search: 
 Frustration 
Theme is affected by: 
 Learning 
 Design 
 Usability  
 
When user’s are struggling with 
search, there are a number of 
themes that impact on this, 
including how well a user 
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 Anger 
 Need to give up search  
 Untrusted  
 
With efficient search user’s feel 
empowered 
understands the system (learning 
and information experience), the 
design and the usability.   
3. Design The theme design describes a part of user’s 
experience that referred to how the overarching 
design of the SharePoint recordkeeping area is 
experienced by the participants 
User’s experience feelings:  
 
With efficient design: 
 Contentment 
 Relaxed  
 Comfortable  
 
With reduced design: 
 Frustrated 
 Stressed  
Good design increases efficiency for 
user’s.  
Theme is affected by:  
 Learning 
 Usability 
 
Theme affects:  
 Search  
 
 
4. Usability The theme usability describes a part of user’s 
experience that is a about how useable the 
SharePoint records environment is for user’s 
and some of the benefits that make it user 
friendly 
User’s experience feelings: 
 
With efficient usability: 
 Happy 
 Understanding  
 
With inefficient usability: 
 Frustration 
Theme is affected by:  
 Learning 
 Design 
 
Theme affects: 
 Search  
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 Anger 
 
Increased usability enables user’s.  
 
Table 4-2 The SharePoint themes and their relationships to one another   
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4.3.6. Summary  
 
In summary, there are four themes that have emerged; Learning, search, design and 
usability. They impact on how a user’s feels, thinks and their impressions of the 
SharePoint recordkeeping area. These themes have shown that there are 
commonalities with the user’s’ experiences across all the seven participants in the way 
they experience the SharePoint recordkeeping environment. In addition, it has also 
been identified that there are some commonalities between the EDRMS themes and 
the SharePoint themes that will be discussed in the proceeding section.  
 
4.4. EDRMS and SharePoint theme discussions 
 
This section explores the crossover and comparisons between the EDRMS and 
SharePoint themes that have emerged from the study. It is noted here that the two 
systems are used to complement and integrate with each other, therefore, this section 
is not a comparison of what system is best for recordkeeping. The EDRMS manages 
the records and SharePoint can be used to save records that are then managed by 
the EDRMS through the integration. The EDRMS is like the vault for records. Two 
themes, learning and search were present across both systems, whilst the themes of 
technology and time were not present in the SharePoint findings, indicating that they 
may not be such a strong impact for SharePoint as they are for participants when using 
the EDRMS.  
 
Firstly, the reoccurring themes of learning and search suggest that these are very 
important themes across both interfaces that impact a user’s lived experience. How 
user’s learn and the requirement for continuous training has been determined as very 
important in this study to ensure user’s are confident and comfortable in using either 
system to save or search for information.  When user’s are not comfortable and 
confident, this research has found that user’s struggle with understanding the search 
process and can find it difficult to see the information they require. Therefore, these 
two themes are important irrespective of a specific system and are reoccurring. 
 
Secondly, the results from the EDRMS findings identified technological challenges as 
a factor whereas, with SharePoint the challenges were around design. The EDRMS 
appeared, as identified in the research, to be glitchy and have more technology issues 
and challenges associated with it, while the SharePoint design, buttons, layout and 
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structure were more of an issue for user’s. Therefore, the two systems have different 
results. This could also be because user’s at the case study organisation are more 
familiar with the EDRMS, found glitches with it but understand the design, in 
comparison the SharePoint records environment is relatively new for them.  
 
Finally, the two common themes of learning and search are displayed in the table 4-3. 
The purpose of displaying them in a table was to show and compare the definitions 
between each of the themes so readers can see the commonalities between each 
definition. This shows that irrespective of the system, the two themes impact user’s 
and require further research investigation.  
 
 
 
 
 
94 
EDRMS (THEMES) SHAREPOINT (THEMES) 
Comparisons – Reoccurring themes 
Learning  
 
Description of Theme – Learning describes a part of user’s experience 
that referred to how user’s prefer to learn, how they absorb information about 
using a new or an unfamiliar system, the EDRMS, and how this impacts their 
overall lived experiences 
Learning  
 
Description of Theme – The theme learning describes a part 
of user’s experience that referred to how user’s prefer to learn, 
how they absorb information about using a new or an unfamiliar 
system, the SharePoint sites for saving records, and how this 
impacts their overall lived experiences 
 
Search  
 
Description of Theme – The theme search describes a part of user’s 
experience that referred to how uses experience seeking out information in 
the EDRMS, what options they have for locating information, including basic 
searching and titling, exploring the Business Classification Scheme (BCS), 
and security and how these play a role in shaping the user’s overall lived 
experiences of the EDRMS 
Search  
 
Description of Theme – The theme search describes a part 
of user’s experience that referred to how a user searches and 
the challenges they face when searching within the SharePoint 
records area 
Table 4-3 Common themes for EDRMS and SharePoint
  
 
4.5. Conclusion  
 
In conclusion, this chapter discussed and outlined the findings from the research into 
user’s experiences of EDRMS and SharePoint when used for recordkeeping. It 
evaluated the themes identified to answer the research question. Firstly, this chapter 
identified four themes and their related sub-themes from the EDRMS data. The four 
themes were learning, technology, time and search. It also identified the relationships 
between these themes and the experiences and deep feelings user’s go through in 
response to these themes. Secondly, this chapter identified and explored 4 themes 
and their respective sub themes from the SharePoint data. These themes were 
learning, search, design, and usability. In addition, the research identified the 
relationships between these themes and the experiences and deep feelings user’s go 
through in response to these themes.  
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5.  Discussion and Conclusion  
5.1. Introduction  
 
This chapter provides a discussion of the findings of the research. In addition, it 
explores the similarities with other research from the literature review to examine and 
fill any potential gaps. Firstly, this section begins with a brief overview of the aim of the 
research. Secondly, it is followed by a discussion of the findings and if there are any 
similarities or differences with other research as outlined in the literature review. In 
addition, it explores how this study contributes to records management practice. 
Thirdly, this is followed by a brief outline of the limitations of this research, with specific 
reference to the case study organisation. Fourthly, there is a discussion surrounding 
the implications for future research. Finally, a conclusion that sums up all the findings 
and discussions.  
 
5.2. Research Overview 
 
The aim of this study was to explore user’s experiences of records management within 
a case study organisation based in Queensland Australia. The case study organisation 
was using EDRMS to manage their records and were in the early stages of integrating 
it with the SharePoint platform. This integration commenced one year into the study. It 
was discovered that there had been some research done on user’s holistic lived 
experience of records management systems when integrated with other platforms. 
However, other studies had examined facets of user’s experience, such as information 
seeking behaviour, how user’s were using the classification structure and an 
organisations corporate culture. There had been industry presentations on case study 
and only a few case studies about organisations using SharePoint for recordkeeping. 
The aim of this research was to explore one single case to be able to gather results to 
initially help the case study organisation. This has also lead to the research helping 
the wider records management sector.   
 
The research question was - how do user’s experience using records management 
systems?  
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Exploring this research question identified themes that emerged from the usability tests 
and interviews of both the EDRMS and SharePoint when used for recordkeeping within 
the case study organisation.  
 
The plan with the usability sessions was to understand the user’s experience, relating 
to:  
 
 EDRMS and SharePoint Functionality; and 
 EDRMS and SharePoint Usability. 
 
This was to be understood and explored through giving the participant the tasks of 
searching for records and registering records and assessing the usability. The 
research found themes were emerging from coding the data, which showed the 
functionality and usability concerns that the user’s were indeed experiencing.  
 
The plan with the semi-structured interviews was to understand the user’s experience 
relating to:  
 
 EDRMS and SharePoint Functionality; 
 EDRMS and SharePoint Usability;  
 The challenges; and  
 Environmental factors within the case organisation.  
 
Through asking semi-structured questions the researcher was able to gather a 
complex picture of the user’s, thoughts, feelings, issues they were having, and what 
was happening within the organisation that may impact their experiences. 
 
EDRMS themes and discussion  
 
The themes emerging from the EDRMS findings show similarities and commonalities 
between the findings from this study and the findings in research outlined and 
discussed in the literature review chapter.  
 
The Learning Theme – in this research it was outlined that one of the main key 
elements to making sure user’s feel confident with the EDRMS is through their learning 
processes and through how they are trained. The research indicated that user’s had a 
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strong preference for one on one, and face to face learning, with refresher courses 
and that the training would benefit from being ongoing and continuous. This was also 
the case with research findings from Maguire (2005) and Gunnlaugsdottir (2008b) who 
also found the benefit of EDRMS training. 
 
The Technology Theme – in this research it was discovered user’s found technology 
glitches and the constant changing technology impacted on their experiences 
negatively. This was similar to other studies including Lewellen’s (2015) who found 
that user’s were impacted by poor technological support and unfavorable comparisons 
to other systems. However, it showed the researcher that technology and its 
challenges alone need to be investigated and fixed to ensure a happy and confident 
user of the EDRMS.  
 
The Time Theme – in this research time was found to be a major factor and that 
employees of the case study organisation simply were time poor. Their role, and the 
influx of email and documents made it difficult for them to find the time to dedicate to 
searching and saving their documents into the EDRMS. In addition to this, it meant 
that staff at the case study organisation, and managers in particular, relied on 
administration staff for saving their documents and emails into the EDRMS. This was 
also apparent in other research, particularly Nycyk’s (2008) research who found that 
administration staff played a role in saving information in the construction industry 
organisation being researched.  
 
The Search theme – in this research the searching of information was a mixed bag of 
results that varied from participant to participant. There was some clear similarities 
between this study and Joseph’s (2010) research into the information seeking 
behaviour, where the results found that user’s face similar challenges, including poor 
titling, a challenging classification scheme, and the documents not being on the 
system, and having too much information. Through the results from this case study it 
is clear that more training would be beneficial, as well as a further evaluation and 
review of the classification structure and titling standards. 
 
 
SharePoint themes and discussion  
 
The themes emerging from the SharePoint findings are interesting and helpful to the 
case study organisation. There have been a few case studies of SharePoint being 
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used for recordkeeping as outlined in the literature review chapter. However, the 
results that were obtained from this study were impacted by the fact that the case study 
organisation was only at the begining stages of integrating the EDRMS with 
SharePoint. Further study is recommended down the track when staff are fully familiar 
with the SharePoint interface and how it works for recordkeeping and how their user 
experience changes over this time.  
 
Learning Theme - Just as with the EDRMS learning was identified as an inhibitor to 
great user experience. In this case because the integration was in pilot stages staff 
had not been fully trained or felt they understood the system yet. This has yet to be 
compared to other research.  
 
Searching Theme – User’s were finding searching and locating information within the 
SharePoint environment challenging coming down to a lack of full understanding of 
searching parameters and terms. This has yet to be compared to other research.  
 
Design Theme – Participants at the case study organisation found the design of 
SharePoint a little fluffy and a little everywhere. It was a challenge for them to 
understand within its current format and participants found it was not maintained. This 
has yet to be compared to other research. 
 
Usability Theme – This theme identified that participants found the SharePoint 
records area easier for user’s. User’s could do same time editing and were not aware 
they were recordkeeping. This has yet to be compared to other research.  
 
In conclusion, there were a total of eight themes identified that contribute to the wider 
knowledge of user experience in records management. This will be further explored in 
the next section.  
 
 
5.3. How the study contributes to Records Management  
 
The intention of this research was to explore user’s experience of records 
management systems within the specific context of the case study organisation. So 
the researcher could see what challenges the user’s were facing and what 
improvements could be made within the organisation. The researcher evaluated the 
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current literature, where it was determined that, the research had explored information 
seeking behaviour within the EDRMS (Joseph, 2010; 2009), challenges with the 
business classification structures (Gunnlaugsdottir, 2012; Jones, 2008; Foscarini, 
2009, 2012), best options for implementing an EDRMS (Maguire, 2005; Symth, 2005; 
Wilkins et al. 2007) and information culture (Oliver et al.  2014; Wright, 2013; Oliver, 
2008). 
 
, This research added value to not only the case study organisation but the wider 
records management community. In addition, this study contributes to records 
management in three areas, it helps the case study organisation specifically, it helps 
the records management community, and finally it helps the wider information systems 
and technology sector.  
 
Contribution to the Case study Organisation  
 
The main purpose of the study was to explore and focus on one case, the case study 
of a medium sized organisation in Queensland, Australia. The findings from this study 
have added information and value from identifying the themes that the employees of 
the case study organisation can use to help improve their records management. 
 
The theme learning has helped to explore how user learn within the case study 
organisation. This research shows the inherent issues with how the user’s learn at the 
current time and how these training styles can be improved for both the EDRMS and 
SharePoint. Particularly, participants have spoken about and made clear through 
usability testing that even though they have had training they would benefit from more 
and in the styles they prefer, face to face, one on one and to be trained gradually, and 
learning while they are doing their tasks. Therefore, the records staff are able to take 
this information, revise the learning and teaching methods to improve user’s 
experience.  
 
The theme of technology can help the case study organisation review their current 
Information technology arrangements and see areas that they need improving. This in 
particular is a theme that adds to not only the case study research but the wider 
research as well. Where Information technology professionals can investigate their 
own issues and resulting technology within their own organisations and make potential 
improvements.  
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The theme of time can help the case study organisation review how they save their 
documents into the EDRMS and SharePoint, particularly email, and look for best fit 
solutions to make this process easier and quicker. This can make staff aware of the 
ongoing and additional recordkeeping responsibilities placed on the user’s who have 
limited time to complete their daily role specific activities. Therefore, the theme of time 
can add significant contributions and can help the organisation see the need for a 
review of their records management.   
 
The theme of search can add significant contributions to the case study organisations 
records management. The theme has identified some sub-themes surrounding areas 
that user’s find searching for information challenging. This ties into Joseph’s (2010) 
findings from her information seeking behaviour research, where there were definitely 
some similarities around difficulties in searching for information, different levels of 
understanding of the Business Classification structure (BCS), poor titling, and 
confusion around accessing records due to restricted security settings. Therefore, 
these findings can help the case organisation review their current BCS, their current 
titling standards, their current records management program and make revisions 
where needed.  
 
The themes identified in the SharePoint section of the research can also add significant 
contributions to the case study organisation. The themes identified here are learning, 
search, design and usability. These themes show the case study organisation what 
the user’s are experiencing, which enables them to make changes to their systems 
and records management processes to enhance their user’s experiences.  
 
The learning theme shows the challenges user’s were facing when using the 
SharePoint environment for recordkeeping. This was a new concept within the case 
study organisation, and shows area’s that the user’s are struggling with and shows 
their preferred learning styles. Therefore, in the future the case study organisation can 
modify the way they teach and train their user’s within the records management 
function and make systems friendlier to reduce the need for training.  
 
The search theme shows the case study organisation the user’s experience of 
searching for information within the SharePoint recordkeeping area. Firstly, that there 
is information chaos and that more direction around what information needs to be 
saved within the system is required. The user’s are feeling overwhelmed and this is 
something that the case study can investigate and have more rules around what 
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records need to be captured in order to improve the search experience. Secondly, that 
the user’s are finding searching for information challenging. The case study can use 
this information to further evaluate and see what changes can be made to improve 
their information search experience.  
 
The data about the design of the SharePoint recordkeeping area shows the layout 
issues that user’s are currently facing and this information can be used by the case 
organisation to make changes to system design. Therefore, it adds to the case 
organisations knowledge around user’s experience of the design of their SharePoint 
records area. They are able to use this information to make changes to the SharePoint 
layout, evaluate the way it is structured and continue to improve it to enhance the 
user’s overall experience.  
 
Finally, the data about the usability of the SharePoint records area has shown the case 
study organisation what the user’s think about it, how user friendly it is and what 
improvements could be made. The participants found SharePoint relatively easy to 
use and found it had benefits, such as multi time editing. In addition, it was found that 
the senior leaders prefer SharePoint for saving their documents and records. They can 
use this leadership buy in to get staff using the system. Therefore, this research has 
identified points that the case organisation can use to further evaluate and make 
changes to records management.  
 
Contribution to the records management sector  
 
Firstly, this research brings forth a new layer of data that can add to the existing records 
management literature.. To date, most research undertaken has focused on a small 
number of case studies or just one (Foscarini, 2009; Gunnlaugsdottir, 2008b and 
Joseph, 2010) with a focus on what impacts a user’s experience. As an example, 
Joseph (2010) focusses on information seeking behavior within EDRMS, 
Gunnlaugsdottir’s (2008b) records research in Iceland and Foscarini (2009) focusses 
on classification schemes. Therefore, by adding additional data to the records 
management body of knowledge the information available to practitioners and 
academia is growing.  
 
Secondly, this research adds to the Australian records management body of 
knowledge.. There is a trend within the records management space for collaboration 
between academia and industry as cited by Williamson and Bow (2000). In addition, 
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this collaboration within the research space is shown in case study works by Ifoud and 
Joseph (2016) and Wilkins, Holt, Swatman & Chan (2007). However, the amount of 
published works needs to grow and expand. Therefore, this research adds to the body 
of work within Australia.  
 
Thirdly, the research not only brings forth new data to records management, it also 
adds unique research into the user’s holistic lived experience. As explored, the current 
research tends to focus their research into a specific facet of the records management 
space, such as classification schemes, searching experience and organisational 
behaviour. And these areas are worthy of research in their own right. In comparison, 
this research explores the holistic lived experiences of a user’s with records 
management systems. It looks at the layers and dimensions and covers all facets. The 
themes identified overlap with findings from other research such as Joseph’s (2010) 
information seeking behaviour and Lewellen’s (2015) study of perceived 
recordkeeping system impacts. This research also explores other areas including 
user’s feelings and thoughts.  
 
Fourthly, this research can be compared to the wider body of records management 
research. When comparing this research with the existing literature, it is clear with the 
themes that there is some definite overlap. When looking at Joseph’s (2009, 2010) 
search behaviour research for example, there was a definite overlap between her 
impacts and the themes from this research. Other research found user’s did not fully 
understand the classification scheme and they could not access records 
(Gunnlaugsdottir, 2012) and felt a lack of trust. These results appeared in this research 
as well. In further comparison, with the learning theme, other researchers (Maguire, 
2005; Smyth, 2005; Gunnlaugsdottir, 2008a, 2012; and Joseph, 2010) found that to 
get good user adoption of a system you need internal support from management, good 
user training and clear guidelines. This research found that there is the constant need 
to have further training, gradually over time and that the support from management to 
use SharePoint has an influencing effect on user’s. Therefore, the findings show clear 
comparisons between this research and other research.  
 
Therefore, this research when all collaborated and used together with all records 
management research can show similarities and differences emerging with user’s 
experience from different case studies, surveys and within organisations from around 
the world. This does not have to be limited to academic research but industry white 
papers and organisational case studies as well. Thus, helping, records practitioners 
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understand how their organisation’s records management and their user’s experiences 
compares and contrasts to others. Further, it can show what improvements or 
suggestions they see emerging that can improve their user’s overall experience and 
potential innovations they might like to implement.  
 
Furthermore, it can help records managers understand the benefits of undertaking 
case study research for their organisations. Through evaluating and exploring this 
research records practitioners can see what benefits case study research has had for 
the organisation researched and what benefits they could gain from doing similar work 
for their records management and wider information management departments. In 
addition, it shows what benefits there are in interviewing and completing usability 
testing for their user’s. This in turn can help show potential problems that can lead to 
valuable solutions.  
 
In regards to SharePoint being used for recordkeeping, this research adds significant 
value. As EDRMS have only in the five to ten years been set up to fully integrate with 
SharePoint. They have predominately been used as standalone systems.. Therefore, 
limited academic literature exists yet in this space. Some case study research has 
been undertaken to explore how well the integration will work, such as Bankstown City 
Council (State Records, 2013). Or alternatively case study research from vendors 
themselves (Record Point, 2015). Therefore, this research brings value to the records 
management space in terms of user’s experience of EDRMS and the use of 
collaborative systems such as SharePoint.   
 
This research also encourages other researchers to explore user experience of 
EDRMS when integrated with SharePoint or any other web based platform. It has 
provided a unique insight for research into the user’s experience of EDRMS when 
integrated with SharePoint. Therefore, other researchers can add to this and explore 
this space and evaluate what other organisations are doing to manage their records 
going into the future in light of the big data, changing technology and increased 
information chaos.  
 
Finally, it can be said that this research’s key contributions to the wider records 
management space are: firstly, to help the case study organisation understand their 
user’s experiences with records management systems unique to their organisational 
context. Secondly, to deliver an understanding of holistic user experience of records 
management systems that were not fully explored in other research projects. Thirdly, 
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that it can be compared to other EDRMS research to identify any similarities or 
differences with the findings. Finally, that it offers significant contributions to user’s 
experience of EDRMS when integrated with other systems. 
 
Contributions to the wider information systems industry  
 
In addition, this research adds contributions across the wider disciplines of information 
management and information systems within the user experience realm. A lot of 
research has been undertaken on user experience of systems in general, and even 
specifically within the library science industry (Sadeh, 2007). This research can be 
compared to other UX research to see if there are any themes that have emerged that 
occurs across the whole Information systems research spectrum.  Most user 
experience research, and more specifically usability, occurs within the information 
systems and wider information technology space to evaluate web sites (Lucca and 
Fasolino, 2006). This research is following the same patterns as other UX studies, 
however it is exploring records management systems and user’s experience. 
Therefore, the usability and themes coming out of this research can be compared to 
other user experience research that is exploring web based systems including 
SharePoint.  This can be used to see any commonalities and themes that are emerging 
from the research. To explore if the themes are the same across different systems or 
if this is unique to the EDRMS. In addition, if SharePoint user experience research has 
identified any of the same themes that have emerged from this research. Therefore, 
this research adds data that can be compared to wider information systems data.  
 
Relatedly, in relation to the themes emerging from this research, they can be used by 
information technology professionals to aid in the review and further enhancements of 
the design and usability of SharePoint for their organisations. This is particularly 
relevant to the SharePoint themes that are emerging. However this is taking into 
consideration that this research is exploring SharePoint when it is integrated with the 
EDRMS and used for saving documents not for the whole SharePoint platform 
environment. In particular, it can add value to web designers and information 
technology experts who are in charge of their corporate intranets and workspaces, who 
can see what user’s within this particular case study found challenging and use it to 
consider undertaking their own research. Furthermore, they can consider using it to 
make suggested enhancements to their working environments.   
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5.4. Limitations and Case study specifics  
 
The main limitations for the research were specifically surrounding the case study. 
Firstly, the case study was going through a time of integration of systems and change, 
and as a result the participants lived experiences of the EDRMS and how it integrates 
with SharePoint were impacted. Whereby, the user’s where only beginning to use the 
SharePoint environment and not all had the training and the assistance when they 
were using the system, which could have impacted their learning experience and their 
interpretation of the system. The SharePoint and EDRMS integration occurred one 
year into the project. Secondly, user’s still had the option to use the EDRMS as a 
standalone system, so they were using the EDRMS this way more often than the 
SharePoint environment as they were more familiar with it. This too has added a layer 
of complexity to the results in that they were only beginning to use the fully integrated 
environment for their records management. Therefore, the fact the case study 
organisation was only in the early stages of integrating the EDRMS with SharePoint 
may have impacted the results.  
 
5.5. Future Directions for the Research  
 
This research has identified themes about the user’s holistic lived experience in 
EDRMS and SharePoint. It has explored user’s experiences of a single case study. It 
has identified gaps in the records management research in exploring a user’s holistic 
experience, particularly of EDRMS when integrated with the SharePoint platform. 
Furthermore, it has identified a need to explore this space further into the future 
because of the ongoing changes in technology and records management.  
 
Therefore, the future directions of this research is to explore the EDRMS integrated 
with SharePoint further. With the constant changing information technology 
environment and the increasing amount of information and data being generated, the 
way records are being stored through the use of apps and highly sophisticated 
computing is changing, and there is further room to investigate these changes. More 
specifically, how user’s experience these changing recordkeeping environments and 
how they feel. The future is posed to move into a world where user’s are not aware 
they are doing records management. Therefore, it will be interesting to see how user’s 
experience changes when the way records are created and captured is constantly 
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changing. This also relates to the role of EDRMS and the rise of information 
governance. 
 
In addition, in the future it will be beneficial to explore SharePoint when it is used for 
recordkeeping directly, without being mapped to an EDRMS, such as Records 
Manager 8, EDOCS, and Objective or similar. It will be interesting to gather rich data 
and compare amongst both academic research and industry research, creating a cross 
collaboration of information.  
 
Furthermore, this cross collaboration of information can be mapped to analytics to see 
if user’s experience of these systems differs to the analytical data being generated. If 
user’s are saving documents, how often they use the systems, what they use the 
systems for in relation to not only records management but the wider information 
systems discipline as well. Therefore there is room to explore the analytical space to 
see how it compares to data obtained in this research and any future research.  
 
In regards to the data obtained from this study, it is recommended that further analysis 
be examined around the themes of: 
 
1. Learning;  
3. Technology; and  
4. Usability.  
 
The way people learn is an interesting theme to explore. Firstly, it gives educators, IT 
professionals, and records manager’s alike ways to delve into the human mind and 
see how people think and what challenges them. Understanding how they learn when 
using a system can help when designing new systems, help with teaching user’s to 
use new systems, and understand user’s better. Especially with the younger 
generations who are born into technology and have their own unique learning styles. 
Therefore, it is recommended that the theme of learning be explored in further research 
projects specifically in records management.  
 
The changing technology and the way technology impacts a user’s experience is an 
interesting theme that is worth further exploration. More specifically, the technical 
challenges that user’s faced in this study can be researched further into the future to 
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understand this theme more and gather more insights into how technology impacts 
user’s. 
 
Finally, usability and how user friendly records management systems are can be 
explored into the future. Records Management systems are designed primarily for 
compliance and integrating them with web-based platforms, such as SharePoint is 
intended to make saving documents easier. This area of making EDRMS easier for 
user’s can be explored to see if it does make it easier. In addition, what the future of 
records management looks like in terms of systems and usability can also be explored 
to help records professionals in the future.  
 
Exploring these three themes could bring additional interesting findings not discovered 
in this research project. This is because learning and the way user’s learn varies and 
comparing the data obtained in this research to other case study research could 
potentially identify key themes emerging about how user’s of the EDRMS prefer to 
learn.  
 
5.6. Conclusion 
 
In conclusion, this study has found eight themes as to how user’s experience records 
management systems in a case study organisation based in Queensland Australia. 
Further research is recommended to delve even deeper into the areas of user 
experience of records management systems and to investigate how the records and 
information management industry can make innovating changes to help their 
profession.  
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Appendix A 
 
Email Flyer 
 
Subject Title:  
Participate in a research study exploring user experience of eDRMS and SharePoint  
 
Dear colleagues 
 
I am undertaking a research master’s qualification in Information Technology at QUT investigating user 
experience of eDRMS.  
 
I am currently seeking voluntary participants to take part in my research as part of the main study. I 
need user’s of the eDRMS who will like to be observed using the eDRMS (approximately 15 minutes) 
and SharePoint (approximately 15 minutes) and participate in two interviews (approximately 30 
minutes each).  The usability testing observations and interview will take place during work hours in a 
meeting room.  
 
Please view the attached recruitment flyer for further details on the study and how to participate.  
 
Should you wish to participate or have any questions, please contact me via email.  
 
Please note that this study has been approved by the QUT Human Research Ethics Committee (approval 
number1400000603). 
 
Many thanks for your consideration of this request. 
 
Cassandra Madden 
Masters of Information Technology (Research)  
Phone: 0417622834 
Student Email: cl.madden@student.qut.edu.au  
 
Supervisor: Professor Helen Partridge 
Phone:  3138 9047 
Email: h.partridge@qut.edu.au  
School of Information Systems/ Science and Engineering Faculty  
Queensland University of Technology 
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Appendix B 
 
Research Study Timeline 
 
 Year  2014 2015 2016  
Month  (six monthly) 6 12 21 24 27 
 
Preliminary preparation  - 
development of Interview 
Questions and 
Observational tasks  
     
 
Select the 6 – 8 participants 
     
Conduct the Usability 
testing and Interviews 
     
 
Data Analysis 
     
Data Review and 
finalisation 
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Appendix C 
 
Participant Usability Testing (observation) Discussion Guide   
 
Background 
To help understand how user’s experience EDRMS the researcher will observe 
each participant for approximately 15 minutes per session. There will be two 
observations sessions, the first, the researcher will be observing the participant 
using the EDRMS and the second, using SharePoint. The case study 
organisation is in transition from using just an EDRMS to using SharePoint for 
the front end and the EDRMS for the backend. It will be interesting to note the 
differing user experiences of both systems. The first observation will help aid 
the researchers understanding of how the user’s interact and use the EDRMS 
that willadd value to the interviews that will follow. The second, will aid the 
researcher understand how the user’s experience SharePoint and how this 
differs to the EDRMS. The participant will be given a set of tasks to complete 
using both the EDRMS and SharePoint.  
 
The same structure will apply to both observation sessions, but the user will 
complete different tasks (the EDRMS tasks and the SharePoint tasks). The 
EDRMS observation will be completed first, followed by the SharePoint 
observations. The participant can complete both observations together or on 
separate days, taking into consideration time constraints and work 
commitments.  
 
1. Introduction (2 Minutes)  
 Introductions 
 The participant will be given the list of tasks (separate list). 
 Explanation that there is no right or wrong answers 
 Confidentiality 
 Consent forms 
 The participant will be observed  
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 Think out loud protocol 
 Audio recordings - not video recordings  
 
2. The tasks (10 Minutes) 
 
The participant will complete the tasks (over the following pages), which 
may take more or less than 10 minutes dependent on the pace of the 
participant. The researcher will keep a copy of the completed tasks list 
(as the participant may write notes on the tasks list). The participant will 
be asked to talk out loud as they are completing the tasks, so the 
researcher gets a more detailed and holistic understanding of why they 
complete the tasks the way they do.  
 
General Tasks  
 
 Document searching by title, any word, document content, date, 
author / creator, via the classification scheme, and file number (5 
minutes).  
 Saving documents (different formats, word, excel, pdf, 
PowerPoint, zipped files, and emails) (3 minutes). 
 Editing documents (2 minutes).  
 
 
3. Conclusions (3 minutes)  
 Thank the participant 
 Questions 
 
 
EDRMS tasks  
Please complete the below tasks, please talk out loud as you are completing your tasks 
(this will be explained by the researcher if further explanation and clarification is 
needed). This is not a test; it is to see participant’s experiences and how the use the 
system, there is no right or wrong answers.  
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1. Searching for Information 
a. Search for all financial statements dated between 1/07/2013 and 
30/06/2014. How many results did you retrieve? What format are the 
statements? 
_______________________________________________________ 
b. Search for project management plans. How did you search for project 
management plans?  
_______________________________________________________ 
c. Do a search to see how many excel spreadsheets are in the EDRMS. 
How many are there?  
_______________________________________________________ 
d. Thinking about archived information, go and find any historical 
information about environmental impact statements. Where did you go 
to find the information? Why? 
_______________________________________________________ 
 
2. Registering Information 
a. Open Microsoft word and type some text, save the document into the 
EDRMS in the temp file P16. Why did you choose that way for saving 
the document?  
______________________________________________________ 
b. Open an excel spreadsheet and save the document into the EDRMS 
in the temp file P16. Why did you choose that way for saving the 
document?  
______________________________________________________ 
c. Open an email and save the email into the EDRMS into the temp file 
P16. Why did you choose that way for saving the email? 
 
 
 
3. Editing Information  
a. Edit the word you saved into the EDRMS and make some changes, 
save it and save it back into the EDRMS. 
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b. Edit the excel document you saved, make some changes and make 
a copy of the spreadsheet and save the spreadsheet as a new 
document into the EDRMS.  
 
SharePoint tasks  
 
Please complete the below tasks, please talk out loud as you are completing your tasks 
(this will be explained by the researcher if further explanation and clarification is 
needed). This is not a test, it is to see participant’s experiences and how the use the 
system, there is no right or wrong answers.  
 
1. Searching for Information 
a. Search for the Health and Safety policy. How did you find the Health 
and Safety policy?  
______________________________________________________ 
b. Search for information about project management plans. How did go 
about searching for project management plans? Was it easier than 
using the EDRMS? Did you get the same results?  
______________________________________________________ 
c. Go to the ICT homepage workspace area, search for all training 
materials. How many training materials did you find?  
______________________________________________________ 
d. Using SharePoint search for all current forms (i.e. leave etc). How 
did you locate the forms? Where they easy to find? 
______________________________________________________ 
 
2. Saving Information  
a. Save a Microsoft word document into your workspace area. How did 
you save the word document?  
______________________________________________________ 
b. Save a Microsoft excel document into your workspace area. How did 
you save the excel document?  
______________________________________________________ 
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c. Save a Microsoft PowerPoint into your workspace area. How did you 
save the PowerPoint document? 
 
 
 
 
3. Editing Information  
a. Edit the word document you saved into SharePoint Previously, make 
changes and save it back into SharePoint. How did you do this? Was 
this easier in SharePoint than in the EDRMS?  
 
 
b. Edit the PowerPoint presentation you created and make changes 
and save the changes into the temporary Workspace called, 
EDRMS_SharePoint_Test. How did you do this? 
 
  
c. Take the word document you created in the EDRMS and move and 
save it to the EDRMS_SharePoint_Test. How did you do this? Why 
did you do so?  
______________________________________________________
_____ 
 
 
 
Thank you for participating your time! 
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Appendix D 
 
Exploring User Experiences of EDRMS  
 
Interview discussion guide  
 
Background  
 
The purpose of this interview is to gather information about your experiences in using 
the electronic document and records management systems (EDRMS) and SharePoint. 
The reason is the case study organisation is in the process of transferring from using 
just the EDRMS to a hybrid EDRMS and SharePoint environment, where the user will 
use SharePoint as the front end interface and the EDRMS in the back as a repository 
for all the case studies records. The researcher will interview you about your 
experiences using the EDRMS and using SharePoint. Each interview will go for 
approximately 30 minutes, where you will be asked a variety of leading questions that 
are outlined below. As a voluntary participant you will be free to leave at any time you 
wish.  
 
1. Introductions (5 minutes)  
 Explanation of the project 
 Responses are individual and unique  
 Confidentiality  
 Audio recording  
 
2. Semi-structured interview questions (20 Minutes)  
The leading questions asked may include all or some of the questions listed below. 
These questions will allow the researcher to start the dialogue, whilst allowing the 
participants to take control and answer with their unique experiences.  
 
EDRMS Questions  
 
 How often do you use the EDRMS? Do you have a preferred time you use the 
EDRMS?  
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 What is the primary purpose you use the EDRMS? Registering documents? 
Searching for documents? A combination?  
 When using the EDRMS what do you find easy?  
 When using the EDRMS what do you find challenging?  
 Did you receive any training in using the EDRMS? How do you prefer to learn?  
 What was you very first impression about the EDRMS?  
 Where there any factors that influenced your experiences using the EDRMS?  
 Do you find using the classification scheme easy or challenging to use?  
 What were your expectations of the EDRMS? Did the EDRMS meet these 
expectations?  
 Do you find the layout easy or challenging?  
 How do you feel when using the EDRMS?  
 What are your overall opinions about the EDRMS?  
 Is there anything else you would like to say about your experience in using the 
EDRMS?  
 
SharePoint Questions  
 
 How often do you use SharePoint?  
 What do you find Challenging when using SharePoint? 
 What do you find easy when using SharePoint? 
 Did you receive any training in using SharePoint? Do you think it is necessary 
to receive any training? 
 What was you very first impression about SharePoint?  
 Where there any factors that influenced your experience using SharePoint?  
 Do you find the layout easy or challenging? 
 What do you experience when using SharePoint? 
 Is there anything else you would like to say about your experience in using 
SharePoint?  
 
In addition, the researcher may ask probing questions to allow the questions to 
continue the flow. Some of these probing questions that may be asked are listed below.  
 
 Can you please give some examples? 
 Why do you feel this way? 
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 Could you please elaborate on this answer? 
 What would you like to see change?  
 
3. Conclusions (5 Minutes) 
 Questions for the researcher  
 Thank the participant  
 
     
 
Thank you for participating your  
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Appendix E 
 
Overview of the Pilot Study  
 
The pilot was conducted between July and December 2014. They were two male 
participants who were interviewed and participated in usability testing from the case 
study organisation, with full ethics approval. The participants were emailed from a 
small sample group, using the stratified sampling technique, and asked if they would 
like to participate in the early stages of the records management research.  
 
The aim of this pilot study was to explore how the prescribed semi-structured interview 
questions and observations would work for the main study. In addition, to gather deep 
rich insights about the participants experiences of records management systems 
specific to the case study, the EDRMS and SharePoint and their commonalities.  
 
Data gathering  
 
The interviews and usability tests were structured a little differently for the pilot study. 
There were two usability sessions and one 30-minute interview that covered both the 
EDRMS as a stand-alone system and the SharePoint environment.  
 
The usability tests provided ideas for the future direction of data gathering for the main 
study and they were fully audio recorded and transcribed, while the researcher was 
taking notes. The participants were given a set of predetermined tasks to complete 
using both the EDRMS and SharePoint respectively. The participants were using the 
think out loud protocol technique, which was very useful to gather deeper context and 
understand what the participant was thinking and feeling. 
 
The tasks included both searching for records and registering documents that required 
the user to use different search parameters. These different parameters ranged from 
searching via key word, searching via date range and searching via record type. The 
searching for information tasks are:   
 
 Search for all financial statements between 1/7/2013 and 30/06/2014. How 
many did you find?  
 Search for all project management plans? How did you search for these 
records? Why did you choose this way? 
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 How many excel spreadsheets are in the system?  
 Search for historical information about our business? Where did you go to 
find this information?  
 Search for the Health and Safety policy. How did you find the Health and Safety 
policy?  
 Search for information about project management plans. How did go about 
searching for project management plans?  
 Go to the ICT homepage workspace area, search for all training materials. How 
many training materials did you find?  
 Using SharePoint search for all current forms (i.e. leave etc.). How did you 
locate the forms? Where they easy to find? 
 
The first task, searching for financial statements was chosen as staff at the case study 
organisation search for financial information across the business and it is a daily task 
undertaken by user’s. All user’s also search for project management plans within the 
EDRMS and that is why the second question was chosen. The forth question about 
searching for historical information was altered slightly for the main study to include 
search for historical information about environmental impact statements to make it less 
general and put some further context behind it.  
With the SharePoint tasks they were around searching for documents that user’s do 
on a daily basis. This included searching for a policy, a project management plan, 
training materials and current forms. These are documents that user’s create and 
search for within their roles.  
The user’s were also asked to save a document into both the EDRMS and the 
SharePoint workspace environment and then go and edit that document to observe 
how they went about doing this task. To see what, if any, challenges they faced. If they 
found the tasks easy and what specific choices they made when deciding how to save 
and edit the documents. Also, to observe how they reacted and interacted with the 
systems. These tasks were:  
 
 Open Microsoft word and type some text, save the document into the EDRMS 
in the temp file P16. Why did you choose that way for saving the document?  
 Open an excel spreadsheet and save the document into the EDRMS in the 
temp file P16. Why did you choose that way for saving the document?  
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 Open an email and save the email into the EDRMS into the temp file P16. 
Why did you choose that way for saving the email? 
 Edit the word you saved into the EDRMS and make some changes, save it and 
save it back into the EDRMS. 
 Edit the excel document you saved, make some changes and make a copy of 
the spreadsheet and save the spreadsheet as a new document into the 
EDRMS.  
 Save a Microsoft word document into your workspace area. How did you save 
the word document?  
 Save a Microsoft excel document into your workspace area. How did you save 
the excel document?  
 Save a Microsoft PowerPoint into your workspace area. How did you save the 
PowerPoint document? 
 Edit the word document you saved into SharePoint Previously, make changes 
and save it back into SharePoint. How did you do this? Was this easier in 
SharePoint than in the EDRMS?  
 Edit the PowerPoint presentation you created and make changes and save the 
changes into the temporary Workspace called, EDRMS_SharePoint_Test. 
How did you do this? 
 Take the word document you created in the EDRMS and move and save it to 
the EDRMS_SharePoint_Test. How did you do this? Why did you do so?  
 
These questions were about the user’s creating a generic document and saving into a 
temporary folder in either system. Then as the second part, to open and edit the 
document. These are tasks user’s do each and every day and showed a good cross 
section of the user’s lived experiences.  
 
The one interview for each participant was conducted in a meeting room at the case 
organisation and was audio recorded and transcribed. The duration of the interview 
was approximately 30 minutes and during this time the interviewer asked semi-
structured questions and allowed the participant to direct the conversation.  
 
The interview questions included:  
 
 How often do you use the EDRMS? Do you have a preferred time you use 
the EDRMS?  
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 Do you find the EDRMS challenging or easy to use?  
 Did you receive any training in the EDRMS? Was this training useful?  
 What is the primary purpose you use the EDRMS?  
 Do you use the classification scheme? If so, do you find it easy to use?  
 Do you use the SharePoint environment to save documents?  
 Do you find SharePoint easy or challenging?  
 
The purpose of the questions were to provide a starting point to probe with more 
questions that were strongly dependent on the user’s responses and the direction they 
would lead the conversation.  
 
In further explanation, the first question was about how often do you use the EDRMS 
and user’s having a preferred time of use. The purpose of this was to discover if there 
was any link between the participant’s user patterns and their experiences. If the user 
uses the system daily does this mean they have a better experience than someone 
who only uses it weekly? The question about the primary purpose of the EDRMS was 
to find out if user’s are saving their information or if they use it more for searching and 
what correlations exist between the function and their user experience. To see if user’s 
who do more searching than saving will find searching easier but saving difficult. The 
question around the classification scheme was to hear how the participants feel about 
the current schema and gather ideas around any potential changes to enhance their 
experience. The question about finding SharePoint easy or challenging was to hear 
participant’s thoughts and feelings and see what they find difficult or challenging.  
 
Lessons Learnt and changes  
 
The purpose of the Pilot study was to see what changes needed to be made, if any, 
for the main study, specifically if the questions or tasks needed revising. The main 
findings and changes and lessons learnt were the following:  
 
 The researcher needed to be more in control of the interviews as sometimes 
the discussion was going out of scope of the main study question; 
 The tasks were a little to general, and they needed to be given more context 
and specifics around them; and  
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 The observation sessions needed to be given more time for setting up the 
computer for the participant. 
 
It was found in this pilot study that the researcher was not asking enough probing 
questions in the interview.  The researcher needed to focus more on keeping the 
questions directed, still open ended, but when the participant started talking about 
areas out of scope to bring it back within the scope. The pilot study provided a good 
basis to help make these need changes for the main study.  
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Appendix F 
 
Codes from the EDRMS Interviews and Observations  
 
No. Code Name  
Transcript Number it 
Appears 
Number of 
Times it 
Appears Notes - Description of Code  
1 Asking for help  
EDRMS 1, EDRMS 2, 
EDRMS 5 4 
Staff do not always ask for help and need to ask 
for more help when they need to access 
information or are struggling using the system 
2 Challenges with Training other staff EDRMS 1  1 
Difficulty and challenges associated with training 
other staff in how to use the EDRMS, some staff 
struggle with the system and training them a 
challenge  
3 Change in Technology EDRMS 5 2 
The EDRMS has become a defacto system to 
other systems  
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4 Change in user experience  
EDRMS 1, EDRMS 4, 
EDRMS 6 3 
Found EDRMS complex at first and now ok to 
use  
5 Changes in Behaviour  EDRMS 5 1 
A shift from storing all information / records in the 
EDRMS to only a selection  
6 Classification Structure - Challenging  EDRMS 3, EDRMS 5 2 
Finds using the classification structure a 
challenge - does not understand it  
7 Classification Structure - Easy  EDRMS 1, EDRMS 5 2 Finds using the classification structure easy  
8 
Classification Structure - No 
Customised EDRMS 4 1 Would like more customisations and features  
9 Classification structure - not aware of it  EDRMS 2, EDRMS 3 2 
Does not know or understand the classification 
structure  
10 Complexity of using the system  EDRMS 1  1 
User does not use the advanced features of 
EDRMS as it is too complex and high level for 
what is needed  
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11 Defining terms  EDRMS 5 1 
Change in terms in records management, 
Knowledge Management and Information 
Management, more focus on Knowledge 
Management  
12 
Difference Learning Styles - 101 formal 
training  EDRMS 5 1 prefer to still have 101 formal training  
13 
Different Learning Styles - Learning 
whilst doing  
EDRMS 1, EDRMS 3, 
EDRMS 4, EDRMS 7 3 
Preference for learning whilst doing work in the 
eDRMS  
14 
Different Learning Styles - One on One 
training 
EDRMS 4, EDRMS 5, 
EDRMS 7 3 Preference for customised one on one training  
15 Dislike of EDRMS  EDRMS 1  1 Some people just do not like it - the EDRMS  
16 Document / eDRMS linking issues  EDRMS 4 1 
Errors are caused when trying to link documents 
to emails and the SharePoint environment  
17 Document sizing restrictions  EDRMS 1  1 
Files of a larger format to do not work well in the 
EDRMS, such as plans and drawings because 
they take too long to download  
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18 Drag and Drop of Documents EDRMS 4 1 User has a preference for drag and drop  
19 Ease of Use  EDRMS 3, EDRMS 5 2 Finds the system easy to use  
20 Editing - Check out check in Challenges  EDRMS 2  1 
Finds it hard to check in and edit documents in 
the system  
21 
EDRMS Compliance - used specifically 
for recordkeeping  EDRMS 6 1 
The system is designed for recordkeeping 
compliance and that is why it is the way it is as a 
system 
22 EDRMS Confidence EDRMS 3 1 Feels confident using the eDRMS  
23 EDRMS designed to loss information  EDRMS 5 1 
System designed to help / aid in losing 
information due to titling and system design  
24 Email Management Issues in System EDRMS 2, EDRMS 5 2 
Does not have the time to register the hundreds 
of emails received  
25 Email Vault  EDRMS 2  1 
Does not take the additional step of saving 
emails into the EDRMS when there is a vault that 
stores all emails as a backup  
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26 
Excuse for not using EDRMS is 
SharePoint  EDRMS 5 1 
Freeform in SharePoint makes it a good 
alternative to EDRMS but also a dumpsite for 
documents  
27 Experience impacted by education level  EDRMS 6 1 
A user’s education can have an impact on how 
well they experience or are able to retrieve 
information  
28 Feel Empowered  EDRMS 5 1 
Staff feel empowered to use the system, able to 
save their information and no reliant on others to 
do it for them  
29 First Impressions - unknowing system EDRMS 5 1 
When first using system not sure where to store 
records, creation of pending temporary files  
30 Frequency of Use - Daily  
EDRMS 1, EDRMS 3, 
EDRMS 4, EDRMS 6, 
EDRMS 7 5 Daily use of EDRMS  
31 Frequency of Use - Minimal  EDRMS 5 1 
Uses system only when required, which has 
decreased over time  
32 Frequency of Use - Weekly EDRMS 2  1 Weekly use of the EDRMS  
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33 Having a system Champion EDRMS 5 2 
There is a need to have a champion / high user 
of system to encourage others and be the expert 
for a particular project  
34 Helped by Records Staff  EDRMS 7 1 
Likes the help the records staff provide when 
using the system  
35 Higher user intake  EDRMS 4 1 Need for more staff uptake and use of system  
36 In Text searching availability  EDRMS 3 2 
Would like more features for in text searching / 
document content searching  
37 Information Accessibility  EDRMS 5 1 
Information needs to be more accessible and 
easy to find  
38 
Information Communication - more 
communication  EDRMS 3 1 
Need for more communication when registering 
information into the eDRMS and communication 
in general  
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39 Information Lag with linked documents  EDRMS 4 1 
There is different copies and versions of 
information in EDRMS from SharePoint causing 
a lagging behind of information versions and 
assets  
40 Information Quantity  EDRMS 5 2 
Large size and quantity of information being 
created a challenge  
41 Information reduction EDRMS 5 1 
A need to have a reduction of information 
including email  
42 Information Security Challenges  EDRMS 3 1 
Does not have access to all the information 
needed and feels distrust  
43 Information Silos  EDRMS 5 1 
Staff have information silos and feel apathy with 
sharing  
44 Information Struggle  EDRMS 2  1  Struggle to find information in the system  
45 Information Types - Word, pdfs, emails EDRMS 1, EDRMS 7 2 
The information types that the user primarily 
stores into the EDRMS  
46 
Information Use - Registering 
information  
EDRMS 3, EDRMS 4, 
EDRMS 6, EDRMS 7 4 Used for registering records - their own records  
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47 Information Use - storage and retrieval  EDRMS 1  1 
EDRMS used primarily for storing records and 
information retrieval - their own records  
48 Intuitiveness of System EDRMS 4 1 EDRMS is intuitive as a system 
49 Issues with excel  EDRMS 6 1 
Excel documents do not work well in EDRMS if 
they have macros and micros attached to them  
50 Issues with searching  EDRMS 3 1 
Finds the current searching challenging because 
documents are not available, they are either not 
in the system, or titled incorrectly  
51 Keyword Thesaurus  EDRMS 5 1 
Need for keywords / creation of a thesaurus to 
ensure consistency with titling and naming 
because of differing terms used for description  
52 Labeling of documents / Titling issues 
EDRMS 1, EDRMS 3, 
EDRMS 5 5 
Documents are not always titled / named 
correctly making it challenging to find the 
information  
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53 Lack of Comfort with the system  EDRMS 5 1 Feels staff not comfortable with the system  
54 Layout not Challenging  EDRMS 3 1 Finds the EDMRS layout ok to use  
55 Laziness with System EDRMS 5, EDRMS 7 3 
Staff started getting lazy with their usage of the 
system  
56 Limited System Use  EDRMS 1, EDRMS 2 2 
Some staff do not use the system enough to 
understand how it works  
57 More storage space  EDRMS 1 1 
Expressed need for more space to fit more things 
(records) into the system  
58 Need / Preference for more Training  
EDRMS 1, EDRMS 6, 
EDRMS 7 5 Would find additional EDRMS Training useful  
59 Need for Workflow  EDRMS 6 1 
User identifies that we could make improved use 
of workflow capabilities in the system to enhance 
automation  
60 No Time preference for Use  
EDRMS 1, EDRMS 3, 
EDRMS 4, EDRMS 7 4 
The user uses the EDRMS as required 
throughout the day  
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61 
Not aware of what documents to save 
into System EDRMS 2  1 
Does not understand what records should be 
saving into the eDRMS  
62 One source of Information / one system  EDRMS 4 2 
Suggestion of one location of all information, 
instead of network drives, eDRMS, SharePoint 
and other locations  
63 Poor user uptake of the system  EDRMS 1  1 
The user’s are not using the system fully and 
effectively  
64 Preference for searching like Google  EDRMS 3 2 Would like the search function more like google  
65 Preference for SharePoint EDRMS 3 2 Finds using SharePoint easier  
66 Purging and Retention of Information EDRMS 5 1 Retention applied to records to purge them  
67 Receiving training in EDRMS 
EDRMS 1, EDRMS 2, 
EDRMS 3, EDRMS 4, 
EDRMS 6, EDRMS 7 6 Received training in EDRMS  
68 
Recordkeeping the responsibility of 
more than one person EDRMS 5 1 
If left to one person and they fall off their perch 
the information may be accessible or be able to 
be located in the future  
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69 Reference Number Challenges  EDRMS 2  1 
Does not understand how reference numbers 
work  
70 Registering other user’s information  EDRMS 1  1 
User registers / saves other staff records into the 
EDRMS 
71 Role of Administration Staff in EDRMS EDRMS 1, EDRMS 2 4 
Administration staff spend time registering others 
staff records  
72 Searching for Historical Information  EDRMS 5 2 
EDRMS used primarily for searching for 
historical information, more than 5 months old, 
considered an archive  
73 Security Guidelines  EDRMS 3, EDRMS 7 4 
EDRMS Guidelines - a need for guidelines about 
what security to apply to files and documents  
74 Selective Capture of Information  EDRMS 5 1 
Once a record is in the EDRMS it becomes an 
official record and review of what constitutes a 
record  
75 Speed of the system - slowness EDRMS 1, EDRMS 3 3 
The EDRMS is slow causing frustration and uses 
for user’s when they go to us it 
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76 Sticking to standard layour  EDRMS 4 1 
Sticks and feels comfortable sticking to a known 
layout  
77 System Availabilty  EDRMS 2  3 
EDRMS is not always accessible remotely and 
staff may be out of the office  
78 System Clunky  EDRMS 2  3 Find the system clunky and bulky to use  
79 System Difficulty  EDRMS 2  1 Find the system difficult to use  
80 System Frustration  EDRMS 1  1 
Staff are getting fustrated with using the EDRMS 
because they find it challenging and don't 
understand it  
81 System Practice  EDRMS 1  1 Getting better using the EDRMS with practice  
82 System tightening / improvements  EDRMS 5 1 
The system needs tightening up and minor 
changes, more sophisticated 
83 
System used a a dumpsite for 
Information  EDRMS 5 1 
EDRMS is starting to decay because people use 
it to put documents in anywhere 
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84 Technology Issues - General EDRMS 1, EDRMS 4 2 
Other technology factors, such as system 
upgrades impacting on user’s over experience of 
the system  
85 
Technology Savvy / Information 
Systems Savvy EDRMS 4 1 
Feels comfortable, a systems person, using 
systems once someone has shown them once  
86 Time Consuming  EDRMS 3, EDRMS 7 2 Using EDRMS takes up too much time  
87 Time for Training  EDRMS 5 1 
Preference for biannual 101 training refreshers to 
minimize the risk of losing forgetting skills  
88 Time Poor 
EDRMS 1, EDRMS 2, 
EDRMS 4, EDRMS 5, 
EDRMS 7 8 
Using the system is seen as a timely and 
monotonous and staff do not have the time  
89 Titling Standards Mandate  EDRMS 3 1 
Need for more instructions and guidance, rules, 
enforcement around titling standards so people 
title correctly 
90 Too records focused EDRMS 6 1 
User’s will not find it easy because it is a 
standalone system and too records focused  
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91 Training of other staff  EDRMS 4 1 
Explains how user trains other user’s by showing 
them the best way they know how to do a task  
92 Understanding of file numbers EDRMS 4 1 User understands the file numbers  
93 Usage is Role Dependent  EDRMS 5 2 
How much a person creates information / records 
as part of their specific role impacts on how much 
they use the EDRMS  
94 Use of system as an encyclopedia  EDRMS 3 1 
Uses the EDRMS for information gathering an 
encyclopedia  
95 Used for finalised records EDRMS 6 1 
System works best for storing records that have 
been declared as final and not for everyday use 
96 User Differences  EDRMS 1  1 
Difference in how people experience using the 
EDRMS and training them is different  
97 User Needs of the System  EDRMS 1  1 User uses basic EDRMS functionality 
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98 User’s role / responsibility  EDRMS 1  1 
It falls back on the user’s and making sure that 
they are using the system  
99 What records to store  EDRMS 5 1 
The classification of what records to keep has 
changed and therefore, user’s storing less 
information in EDRMS  
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Codes from the SharePoint Interview and Observations  
 
Code No.  Code Name  
Transcript 
Number it 
Appears 
Number of Times it 
Appears Notes - Description of Code  
1 Anti-Change  SP5 1 
Organisation cannot change until 
'old school' staff leave  
2 
Assuming someone else is saving 
information  SP5 1 
User assuming someone else saving 
documents  
3 Benefits of Training  
SP1, SP2, SP3, 
SP4, SP5, SP7 14 
Benefitted from previous SharePoint 
training and / or current SharePoint 
training  
C Madden 5642736 – Thesis   
148 
4 Benefits when used for collaboration  SP6 1 
System good when used for 
collaboration across the organisation  
5 Capturing too much information  SP5 1 
Organisation as a whole captures too 
much information resulting in 
information overload  
6 Change in Role  SP5 1 
User’s role has changed and they do 
not create as much information as 
before  
7 Changes in Technology SP1  1 
Technology changes so fast and it is a 
challenge getting used to it  
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8 Competing priorities  SP5 1 
User has other priorities other than 
saving documents  
9 
Connectivity issues between EDRMS 
and SharePoint  SP4 1 
User cannot easily access documents 
that are linked between both 
systems  
10 Consultants lack of understanding  SP5 2 
External consultants who design the 
systems do not understand our 
business 
11 
Disapproval of SharePoint opening 
on startup  SP1  1 
Does not like SharePoint opening 
when you login as it slows down 
computer  
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12 Dislike for titling  SP1  1 
Dislikes our titling standards it takes 
too much time, thinks it needs 
revising  
13 Doesn't understand SharePoint  SP7 1 
User does not fully understand the 
system yet  
14 
EDRMS Structure compared to 
SharePoint structure  SP1, SP4 2 
Finds EDRMS structure a little more 
easy to navigate than SharePoint  
15 Enhanced Capability SP2, SP6 5 
User feels need to open up 
SharePoint and have enhanced 
capability  
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16 Enthusiastic Passionate Trainer SP1  1 
Would benefit from having an 
enthusiastic passionate trainer to 
teach SharePoint 
17 Finds SharePoint Challenging  SP3, SP5 SP7 3 
Finds using advanced features of 
SharePoint challenging including 
information sharing  
18 Fluffy Layout Design  SP1  1 
User finds the current layout fluffy, 
and difficult to find anything  
19 Good SharePoint Layout SP4 1 Finds layout easy to navigate  
20 Had SharePoint Training SP2 1 Has had SharePoint Training  
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21 Information Access SP1  1 
SharePoint used for Up-to-date 
access to information  
22 Information Chaos SP5, SP7 2 
User indicates SharePoint a place for 
information chaos with a lack of 
consistency with saving information  
23 Information Retrieval Issues SP1, SP5 3 
Issues and challenges with security 
access and editing documents in 
SharePoint  
24 Information Security SP2, SP3 6 
Information currently too open for 
all staff to access in SharePoint  
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25 
Information Sharing / Information 
Searching  SP3, SP4, SP5 3 
Uses sharePoint for registering 
information  
26 
Information Structure improvements 
and Customisations SP3, SP4 2 
Sees benefits in improving the 
SharePoint information structure  
27 Information Thesaurus  SP5 1 Need for an information thesaurus  
28 Information Types  SP4 1 
SharePoint used for saving 
PowerPoints, and Reports for staff to 
access 
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29 Lack of manager support  SP5 1 
Managers not strong enough at 
enforcing system usage with staff - 
managers themselves not practicing 
by example, managers not using the 
systems or practicing proper 
recordkeeping  
30 Lack of SharePoint knowledge  SP1  1 
User currently has limited 
understanding of SharePoint  
31 
Manager / Senior Leader preference 
for SharePoint  SP1, SP3 3 
Managers have a preference for 
using SharePoint  
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32 More SharePoint usage SP4 1 
User will feel more comfortable 
using SharePoint once has used it 
more  
33 No SharePoint Training SP1, SP7 4 
Has not received training and is self-
taught and was told not using it 
correctly  
34 No time Preference SP3 1 
Has no specific time for using 
SharePoint  
35 Not Maintained SP1, SP3, SP7 3 System not maintained enough  
36 Not used by all staff SP1  1 Not all staff are using SharePoint yet  
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37 Organisational Culture  SP5 1 
Culture not supportive for change 
and use of systems, managers not 
encouraging enough  
38 
Out-of-date information on 
SharePoint  SP3 1 Information not up-to-date enough  
39 
People not aware they are 
recordkeeping  SP6 1 
When using SharePoint to save their 
records they are not aware they are 
doing records management  
40 Poor IT help SP1  1 IT have poor response rate to issues  
41 Poor Layout Design 
SP1, SP2, SP3, 
SP7 5 
User finds current layout a challenge 
to navigate  
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42 Preference for Drag and Drop  SP4 1 
User has a preference for dragging 
and dropping documents into 
SharePoint  
43 Prior Systems Use SP2 1 
Has used SharePoint Previously so 
found it easy to use  
44 
Quicker using the EDRMS for 
Searching  SP3 1 
Faster to find information directly in 
the EDRMS  
45 Reluctance for Change  SP1  1 
User is reluctant to systems change, 
including SharePoint 
46 Role of Administration Staff SP4 1 
Administration staff maintain and 
save documents into SharePoint  
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47 Same time editing  SP1  2 
In SharePoint it is a benefit that more 
than one person can edit a document 
at the same time  
48 SharePoint Ease of Use  SP3, SP4 2 
Finds SharePoint easy to use and hit 
ias a good structure  
49 SharePoint Page limitations SP2 1 
Each page can only store a certain 
number of documents, 50 and the 
user prefers to see everything on one 
page  
50 SharePoint Preference SP2 1 
User is a SharePoint Fan and has a 
preference for it  
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51 SharePoint Restrictiveness SP2 1 
Currently using limited SharePoint 
functionality and need to be less 
restrictive with usage  
52 SharePoint Usage - daily  
SP1, SP2, SP3 
SP4, SP5, SP7 7 Uses SharePoint daily  
53 Technology Issues  SP1  5 
Experiencing issues with technology, 
outdated software 
54 Time Poor  SP4 2 Staff lacking time to save information  
55 Too much automation SP5 1 
Automation is good but too much 
causes its own problems 
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56 Train the Trainer SP1  1 
Preference to have one or two staff 
trained who can then go and train 
everyone else  
57 Training preference - face to face SP1, SP4, SP5 7 
Preference to have training that is 
face to face and not online  
58 Training preference - One on One  SP3 1 
Has a preference for one on one 
training  
59 Used as a team space for documents  SP1  2 
Primary use of SharePoint for 
document storage  
60 Used for setting up folders SP2, SP3 3 User’s creates folders in SharePoint  
61 User Consultation  SP5 3 Need to consult with the user more  
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62 
Uses workspaces for records and 
documents  SP2 1 
User uses the workspaces for storing 
records and documents in the folders  
63 Version Control  SP4 1 
User feels SharePoint needs better 
version control on documents to 
reduce redundant data  
64 Wider system use SP2 1 
User would benefit for using more 
features available in SharePoint that 
are currently not being utilised  
 
